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UNIT 1 > CAREER CHOICES p.7 


1.1) Transferable skills 1.2 > Careers advice 


13> Communication 1.4 > Business skills: 1.5 > Writing: Emails~ 
‘skils: Building rapport Networking Introducing yourselt | 
Video: ExTransferable Listening: 4*Careers Video: Building Listening: 4+Adviceon Model text: Email Listening: 4 initial job 
skils advice programme rapport networking introducing yourself interviews 
Vocabulary: Transferable Grammar: Advice and Functionaltanguage: Functionaltanguage:‘Funetionallanguage: Reading: Job listing 
stills suggestions Asking quesionsto bul NetworkingatacareersFormalandinformal tage pgcussjob | 
Pronunciation: Pronunciation: rapport event language candidates 
DWord stress (p.114) DPVoicerange(p.114) —_—_Task: Building rapport Task: Meeting a recruiter Grammar: [BP Adverbs i 
Project: Writingajob Speaking: Advisinghow — duringashort atacareersevent of degree 
description tolmproveanontine conversation Taske Writean 
profile introduction emall 
Review p.108 


UNIT 2 > BUSINES: 
2.1? Japan's economy 


Video: 
economy 
Vocabulary: Sectors and 
industries 

Project: Research sectors 
and industries 


Review p05 


UNIT 3 > PROJECTS 


Vocabulary: Mana 
Projects, word building 
Pronunciation: 
Dstressin derived 
words (p15) 
Project A project 
debriefing and lessons 
learnt 


Review p:106 


Pronunciation: 
> stress in compound 


nouns nd noun phrases. punctiona language: 
rs) Interrupting and dealing 
Reading: Big oit From withinteruptions 
blackto green Pronunciation: 
Grammar: Past Simple > Stress in phrases for 
andPast Continuous turn taking (p.114) 
Writing: Ashortstory Task: Discussion during 
meeting 


3.3) Communication 


3.2 > Large-scale 
projects SKIS: Giving instructions 


Listening: 4-Thvee canals Video: EXResolving 2 


Grammar: Comparatives problem with aschedule 

and superlatives change 

Prosan atone Functional language: 

Weak formsin Giving and respon 

‘omparisons(p.15) tO nstructions standing 
your ground 

‘Speaking: Choosing the 

winning bid ‘Tasks Giving and 


responding to instructions 


UNIT 4> GLOBAL MARKETS p37 EA 


4.1) One size fits all 


Video: BLA food 
‘company’s strategy for 
growth 


Vocabulary Global 
markets: adjective and 
‘noun collacations; word 
building 

Project: Adapt a product 
toanew market 


Review p.107 


Voicemail messages 


Listening: 4 Four 
Voicemail messages 
Functional language: 
Leaving a voicemail 
message 

Task: Leave a voicemail 
message 


3.4 > Business skills: 


Meetings: Updatesand 
action 


Listening: A stand-up 
meeting 


‘Asking for and giving 
updates 
Task: An update meeting 


2.5 > Writing: Emails - 
‘Action points 


Model text: Email with 
‘action points 
Functional language: 
‘Action points 
Grammar: [B® will and 
going to 

Taske Email with action 
points 


‘requesting an update 


Model text: Email 
requesting an update 
Functional language: 
‘Asking fr information 
Grammar: [BP (not! 
enough 

Task: Email requesting an 
update 


Business workshop >2 


Listening: 4 Investing 


‘Speaking: investor's 
checklist 


Task Choose a company 
toinvestin 


‘Business workshop > 3. 
The grand openingip 92 


Listening: 4 

Understanding project 
wae. 

Reading: Analysing 

follow-up emails 

Taskc Hold a project 

‘meeting 


4.2 Online markets: 


Reading: Who wants to 
bea sofapreneur? 


Video: EA Managing 
conversations 


Grammar: Present Simple Functional language: 


andast Simple passive Changing the subject and 
Writing: A product staying on track 
description pranuiciedoet 


> Pronunciation of (ls 
endings (p-115) 

‘Task: A conversation 
between aclient anda 
supplier 


Listening: 4+A meeting 
to build consensus 
Functional language: 
Reaching agreement 
Pronunciation: 

> Consonant-vowel 
Linking between words 
(puis) 

Taske A discussion to reach 
agreement 


confirming an order 


Model text: Letter 
confirming an order 
Functional language: 
Confirming order details 
Grammar: [BP Verbs + 
prepositions 

‘Task Write an order 
«confirmation etter 


Listening: Key factorsfor 
global business 
Speaking: Doing market 


research 


Task: Choose astrategy 
togo global 


UNIT 5 > DESIGN AN 


5.1 innovative 5.2>Producttesting 5.3 Communication 5.4 >Businessskill: 5.5 Writing: Product [FT 

product design stills: Managing Sellinga product review (p35 
information 

Video: BEatsa Reading: Adreamjobin video: KAManaging Ustening: €Twosales Modeltext: Product Reading and 

caer product development information presentations review listening: 4? Market 


‘Technological innovation, Grammar: Present Perfect Functional language: Functional language: Functional language: research 


Describing innovative Simplewith ust, already Askingopenandclosed —_Describingfeatures and Language of revi Task: Choose a producto 
products and yet questions benefits Grammar: [BP Order ot develop 
Pronunciation: > Pronunciation: ‘Task: Getting feedbackon Task: Presenta product adjectives before nouns 
Numbers ofsyilables in D>Contrastivestress_presentaion sills ‘Task: Write review 
words(p.116) 216, 
Project:innovationin Speaking: Atypical day 
business at work 
Review p.208) 
UNIT 6 > SAFETY AND SECURITY p57, 


6.1>satetyatwork 6.2 Beingsecurity- 6.3 > Communication 6.4? Businessskills: 6.5 > Writing: Business workshop 6 
conscious stills: Dealing with Dealing with confict Instructions and warnings. Vesi 47) 
disagreement 
Video: EXHealthand Listening: 4>Securty Video: EADealing wth Listening: 4»Discussion Modeltext:instructions Reading: Safety and 
safety ata company measuresin the disagreement about problem at work onusing equipment security 
Vocabulary: Health and workplace Functionatlanguage: Functional language: ‘Functional language: ——_Listening: Risk 
safety Grammar:Modalverbs Explainingrulesand —_—Resolvingaaconfct Instructions and warnings assessment 
Project: Accident ‘ofprohibition, obligation requirements Pronunciation: Grammar: [BP Linking Task: Prepare a visitor 
questionnaire ‘and.no obligation Task: Convincing someone > Stressin phrases words for time safety and security report 
Pronunciation: of your arguments 118) Task: Guidelines for 
pliner ele} Taske Resolving aconflict company staff 
‘Writing: Email about new 
security measures 


Review p:109 


UNIT 7.> CUSTOMER SERVICE p.67 [ic 


7.1 Airline customer 7.2 Hanging on the 


airline 7 
7.4) Businessskill; 7.5 > Writing: External 


Business workshop 97. 


service telephone skills: Respondingto Generating and ‘thank you' email ed Cushion FUmikure 
customer concerns presenting ideas 100) 

Video: li Customer Listening: Complaint Video: EISolving Listening: Model text: A'thankyou' Reading: Customer 
service in the airtne abouta service customer problems Training day on email complaints 
industry Grammar: Verb + Functional tanguage: __customerservice Functional anguage: Listening: 4*Dealing 
Vocabulary: Customer to-infintive or-ing Responding tocustomer Functionalanguage: Opening. giving details _withangry customers 
service Pronunciation: concerns Discussing and presenting —andclosing a‘thankyou' tase Tum failure into 
Project: Design premium © DUnstressed syllables Task: Dealwith customer ideas email success 
service atthe endofasentence complaints Pronunciation: Grammar: [BP some (of 

(pai) ~Pintroducing atopic —_any.all(of, most (oF), no, 

Writing: A complaint on (pun ‘none (of) 

a company forum ‘Task: Generate and ‘Task: A thank you" email 

Present ideas 

Review p10) 


UNITS > COMMUN 
8.1 Face toface? 8.2> Howto 


8.3> Communication 8.4 > Business skills: Business workshop >8. 


‘communicate shills:Closingadeal _—_‘Talking about priorities Blbbs|comniuniestion 
ipa02) 

Video: Blimproving Reading: Three tipsfor Video: AClosing adeal Listening: 4*Setting _-»-Modeltext:Ashort report Listening: 4 
‘communicationinthe effective workplace Functional language: priorities Functional language: Communication problems 
workplace ‘communication Closing a deat Functional tanguage: introduction, findings and _ Reading: Email exchanges 
Vocabulary: Digital Grammar: First and TasleTryingtoclose ‘Talking about priorities recommendations abouta problem 
‘communication second condition adeal ‘Task: Prioritsing Grammar: [BP Past ‘Taske Recommend waysto 
Project:Communication Pronunciation: Perfect simple Jmprove communication 
survey > Conditional sentences, Pronunciation: 

rst) > Contractions in speech 

‘Speaking: Solutions to (pu7) 

‘communication problems Task: Write ashort report 


Review p11 


> Introduction for learners 


Why... Ourresearch talking to teachers and learners proved a few very obvious points. 
Business Partner? 1 People study business English in order to communicate more effectively in their 

workplace or to find a job in an international environment. 

2. Toachieve these goals, you need to improve your knowledge of English language as 
it is used in the workplace, but also develop key skills for the international workplace. 

3. People studying business English have different priorities and amounts of study time. 
You therefore need a flexible course which you can adapt to suit your needs. 

Business Partner has been developed to meet these needs by offering a flexible course, 

focused on delivering a balance of language and skills training that you can immediately 

use to improve your performance in your workplace, studies ar job search, 


Why ... Languages only one aspect of successful communication. Effective communication also 
i ini requires an understanding of different business situations and an awareness of different 
skills training? communication styles, especially when working across cultures. 

In Business Partner we refer to ‘Communication skills’ and ‘Business skills’. Every unit has 

a lesson on these two areas. 

+ ‘Communication skills’ (Lesson 3) means the soft skills you need to work effectively with 
people whose personality and culture may be different from your own, These include 
building rapport, responding to consumer concerns or dealing with interruptions. 

‘+ ‘Business skills’ (Lesson 4) means the practical skills you need in different business 
situations, such as skills for taking part in meetings, presentations and negotiations. 


Why ... inorder to reflect the real world as closely as possible, Business Partner content is based 
i “2 onauthentic videos and articles from leading media organisations such as the BBC and the 
authentic content? Financial Times. These offer a wealth of international business information as well as real 
‘examples of British, US. and non-native-speaker English, 


Why ...  Wealluse video more and more to communicate and to find out about the world. Thisis 
video content? ‘flectedin Business Partner, which has two videos in every unit: 
+ anauthentic video package in Lesson 1, based on real-life video clips and interviews 
suitable for your level of English 
+ adramatised communication skills video in Lesson 3 (see p.6 for more information). 


Why ... This course has been developed so that you can adaptit to your own needs. Each unit and 
i -2 _ lesson works independently, so you can focus on the topics, lessons or skills which are most 
MExIDle content? em yyou and skip those which don't feel relevant to your needs right now. 
You can then use the extra activities and additional materials in MyEnglishLab to work in 
more depth on the aspects that are important to you. 


>) What's in the units? 


Lesson outcome and self-assessment 

Each lesson starts with a lesson outcome and ends with a short Self-assessment section. 
The aim is to encourage you to think about the progress that you have made in relation 
to the lesson outcome. More detailed self-assessment tasks and suggestions for extra 
practice are available in MyEnglishLab. 


Vocabulary 

The main topic vocabulary set is presented and practised in Lesson 1 of each unit, building 
on vocabulary from the authentic video. You will get lots of opportunities to use the 
vocabulary in discussions and group tasks 


Functional language 
Functional language (such as giving advice, summarising, dealing with objections) gives you 
the capability to operate in real workplace situations in English. Three functional language 
sets are presented and practised in every unit: in Lessons 3, 4 and 5. You will practise the 
language in group speaking and writing tasks. 
[> In MyénglishLab you will also find a Functional tanguage bank so that you can 
‘quickly refer to lists of useful language when preparing for a business situation, 
such as a meeting, presentation or interview, 


Grammar 


The approach to grammars flexible depending on whether you want to devote a 

significant amount of time to grammar or to focus on the consolidation of grammar 

only when yau need to. 

+ There is one main grammar point in each unit, presented and practised in Lesson 2. 

+ [> Thereisallink rom Lesson sto an optional second grammar point in 
MyEnglishLab - with short video presentations and interactive practice. 

Both grammar points are supported by the Grammar reference section at the back of the 

‘coursebook (p.118). This provides a summary of meaning and form, with notes on usage 

or exceptions, and business English examples, 


Listening and video 
The course offers a wide variety of listening activities (based on both video and audio 
recordings) to help you develop your comprehension skills and to hear target language 
in context. All of the video and audio material s available in MyEnglishLab and includes a 
range of British, US. and non-native-speaker English. Lessons 1 and 3 are based on video 
(@s described above). in four of the eight units, Lesson 2 is based on audio. in all units, 
you also work with significant audio recordings in Lesson 4 and the Business workshop. 


Reading 

You will read authentic texts and articles from a variety of sources, particularty the 

Financial Times. Every unit has a main reading text with comprehension tasks. This 

‘appears either in Lesson 2 or in the Business workshop. 

[D> !nMyénatshtab, you wil aso find a Reading bank which offers a longer reading 
text for every unit with comprehension activities. 

Speaking 


Collaborative speaking tasks appear atthe end of Lessons 1, 3, 4 and the Business 
‘workshop in every unit. These tasks encourage you to use the target language and, 
where relevant, the target skill of the lesson, There are lots of opportunities to 
personalise these tasks to suit your own situation, 


Writing 

+ Lesson 5 in every unit provides a model text and practice in a business writing skill. 
The course covers a wide range of genres such as reports, proposals, note-taking and 
emails, and for different purposes, including formal and informal communication, 
summarising, invitations, replies and project updates. 

+ There are also short writing tasks in Lesson 2 which provide controlled practice of the 
target grammar. 

J} !nMyénatishta, you wil finda Writing bank which provides models of different 

types of business writing and useful phrases appropriate to your level of English. 
Pronunciation 


Two pronunciation points are presented and practised in every unit, Pronunciation 
points are linked to the content of the unit - usually to a video/audio presentation or to 
2 grammar point. The pronunciation presentations and activities are at the back of the 
coursebook (p.112), with signposts from the relevant lessons. This section also includes 
an introduction to pronunciation with British and US. phonetic charts. 


Reviews 

‘There sa one-page review for each unit at the back of the coursebook (p.104). The review 
recycles and revises the key vocabulary, grammar and functional language presented in 
the unit 


>» 


Signposts, cross-references 
and MyEnglishLab 


DD» signposts forteachersin each 
lesson indicate that there are extra 
activities in MyEnglishLab which can 
be printed or displayed on-screen. 
These activities can be used to 
‘extend a lesson or to focus in more 
depth on a particular section. 


[D> signpost fortearners 
indicate that there are additional 
interactive activities in 
MyEnglishLab. 


> page 000 

Cross-references refer to the 
Pronunciation bank and Grammar 
reference pages. 


MyEnglishLab 


‘Access to MyEnglishLab is given 
through a code printed on the inside 
front cover of this book. Depending 
on the version of the course that 
youare using, you will have access 
tone of the following options: 


Digital Resources powered 

by MyEnglishLab including 
‘downloadable coursebook 
resources, all video clips, all audio 
recordings, Lesson 3 additional 
interactive video activities, Lesson 
5 interactive grammar presentation 
and practice, Reading bank, 
Functional language bank, Writing 
bank and My Self-assessment. 


Full content of MyEnglishLab: 
allof the above plus the full self- 
study interactive workbook with 
automatic gradebook. Teachers 
canassign workbook activities as 
homework. 
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Introduction 


skills video 
storyline 


COMMUNICATION SKILLS 
Video introduction 


The Communication skills videos (in Lesson 3 of each unit) introduce you to the skills 
needed to interact successfully in international teams, with people who may have different 
communication styles due to culture or personality. 

{In each Communication skills lesson, you will: 

11 watch a setup video which introduces the main characters and challenge of the lesson; 
2. watch the main character approach the situation in two different ways (Options A and B), 
3. answer questions about each approach before watching the conclusion. 

There s a storyline running through the eight units, with the main characters appearing in 
different situations. Each clip, however, can be watched separately and each lesson done 
independently without the need to watch the preceding video clips. 


Evromed is a small family-owned business with suppliers in China dealing in the 
pharmaceutical sector. The main market share is in Europe, but the company is expanding 
to ather markets, including Brazil. 

The team, headed by Daniel Smith, the Project Manager, is working on launching their latest 
product: the Diabsensor, which is a device for patients with diabetes. 

In addition to the practical project challenges, the people in the team experience challenges 
as they learn to work with each other. 


Characters 

Daniel Smith (British), Project Manager (units: 1,3, 5, 7,8) 

Beata Kowalska (Polish), Account Manager (al units) 

Jessica Scott (British), CEO of Evromed (units 1 and 2) 

‘Alex Clarke (British), Account Manager (units 12nd 4) 

Mateo Santos (Brazilian), key customer in Brazil (units 4, 6,7, 8 
Clarice Wang (Chinese-British), key supplier from China (units3 and 5) 


Video context by unit 


1 Building rapport 
Video synopsis: Beata meets her colleagues at Evromed. 


2 Induction meeting 
Video synopsis: Beata has an induction meeting with the CEO to learn about the 
Diabsensor and the company. 


3 Resolving a problem with a schedule change 
Video synopsis: Beata and Clarice discuss a change to the schedule. 


4 Managing conversations 
Video synopsis: Beata meets Mateo, a key customer in Brazil, to discuss the Diabsensor. 


5 Managing information 
Video synopsis: Beata relates her meeting with Mateo to Daniel and Clarice. 


6 Dealing with disagreement 
Video synopsis: Beata has a meeting with Mateo about storage requirements for the 
Diabsensor. 


7 Solving customer problems 
Video synopsis: Beata and Daniel discuss Beata’s meeting with Mateo. Afterwards they 
call Mateo to talk about his concerns. 


8 Closing a deal 
Video synopsis: Beata presents a possible solution to the storage problem. 


‘Transferable skills 


Lesson outcome: Learners can use vocabulary related to skills 
and personal qualities 


Careers advice 


Lesson outcome: Learners can use 2 range of phrases for 
giving advice and making suggestions, 


‘Communication skills: Building rapport 


Lesson outcome: Learners are aware of simple ways to build 
fapportat first meetings and can use a range of appropriate 
questions. 


Business skills: Networking 


‘Lesson outcome: Learners can use a range of expressions 
to tart. close and show interest in simple, face-to-face 
conversations on familiar topics. 


Writing: Emails - Introducing yourself 


Lesson outcome: Learners can write an email introducing 
themselves to work colleagues. 


Business workshop 1: p88 | Review’: p.10¢ 


Pronunciation: 


Video: Transferable skills 
Vocabulary: Transferable skills 
Project: Writing a job description 


Listening: Careers advice programme 
Grammar: Advice and suggestions 
Speaking: Advising how to improve an online profile 


Video: Building rapport 
Functional language: Asking questions to build rapport 
‘Task: Building rapport during a short conversation 


Listening: Advice on networking 
Functional language: Networking at a careers event 
‘Task: Meeting a recruiter ata careers event. 


Model text: Email introducing yourself 
Functional language: Formal and informal language 
Grammar: Adverbs of degree 

Task: Write an introduction email 


1Wordstress 1.2Voicerange p14 | Grammarreference: p.118 


>7 


) Transferable skills 


Learners can use vocabulary related to skills and personal qualities, 


Lead-in 1. Tick(v) the three words or phrases that best describe you. 


>» calm goodwith computers goodwith numbers good with people 
i all good at problem-solving organised reliable resourceful 


<5 2 Work in pairs and compare your answers. Then discuss these questions. 
weabitiesthatareusetlin’ Is there an expression in Exercise 1 that definitely doesn't describe you? 
2 Which is) the most important b) the least important lf kil inthe box? Why? 


Le sal 


VIDEO 32 Workin pairs or groups. Discuss the question. 
Accarding to the video you're going to watch, employers want skills that can be applied 
toa range of tasks and roles, What skills do you think this means? Give examples. 


[111 Watch the video. Were any of your ideas mentioned? 


Watch the video again. Answer the questions. 


What skills and personal qualities do the speakers talk about? Add them to the list 
of skills you discussed in Exercise 3. 


What five ways of communicating are mentioned in the video? 
In person, 
3. Whatare the three main pieces of advice the video gives? 


© Workin pairs and compare your answers. Then think of two or three words 
to describe unsuccessful twenty-first-century workers. 


5 Work in pairs or groups. Discuss these questions. 


1 Choose one of the transferable skills or personal qualities you listed in Exercise 4A. 
Think of at least two different situations where it might be useful. 


», Teacher’s resources: 2 Which transferable skills are the most important in your current situation, either as 
"extra activities a student or a professional? Are there any that aren’t important? 


Vocabulary — Transferable skills 


G What do these words and phrases from the video mean? Match them with 
the best situation (a-h), 


You You... 
1 canthinkoutsidethebox. decided to save money fora holiday a year 
2 havea can-do attitude inthe future. 
3 cansetgoals. b did a difficult project without complaining, 
4. use critical thinking, € carefully checked information you found on the 


internet to make sure it was true. 


asked your teacher if you could makea short film 
instead of handing in an essay. 


You You... 
5 havealotofdetermination, — e found awallet with alot of money init and 
6 area team player, returned it to the owner 
7 have integrity took four tries to pass your driving test, but never 
sa falepted enereatentsn {gave up, and kept studying and practising. 
skills: 9 worked with a group of friends to start a weekend 
cycling club. 


fh spoke clearly when you gave a presentation and 
really listened to questions from the audience. 


>8¢ 


Complete the tables with the correct words. 


Adjective Noun Adjective Noun 
E adaptability 7 independence 
= motivation — [passion 
[confident ‘ enthusiastic — 
5 dependability 2 honesty 
resourceful ‘ authentic 2 


Work in pairs or small groups. 
1 Think of three or four more transferable skills, Use your dictionary if necessary. 


2 Foreach skill, think of a way that a student could develop or demonstrate the skill. 
Teacher's resources: 
extra activities 9 See Pronunciation bank: Word stress 


Dy PROJECT: Writing ajob description 


Look at the jobs below. Discuss how some of the transferable skills from Exercises 6 
and 7 are necessary for each job. 


accountant construction worker factory worker journalist personal trainer 
politician professionalathlete salesperson teacher 


Work in pairs. Think of a job: one from Exercise 9, one you know about or one you 
would like to do, 

+ Write down the name of the job, e.g, personal trainer, accountant, salesperson, etc. 

+ List3-5 things the person needs to do, e.g. lead classes, take care 
of company money, meet customers, etc. 

+ Identify sills that the person needs to have to take care of the 
responsibilities you've listed. Use skills from Exercises 6 and 7, 
or your own ideas. 


Write a job description based on 
your research. 


Work with another pair and 
read each other's job description. 
Does your partner’s description: 

+ list3-5 things the person needs 
todo? 

+ identify skills that the person 
needs to have to take care of the 
responsibilities you've listed? 


Circle any skills or personal 
qualities that you think 
have been used incorrectly. 
Would you like to apply for 
the job? Why / Why not? 


[SN < How successfully have you achieved the lesson outcome? Give yourself a score 


from 0 (I need more practice) to 5 (| know this well) 


Go to My Self-assessment in MyEnglishLab to reflect on what you have lear A ee 


1.2> Careers advice 


Learners can use a range of phrases for giving advice and making suggestions. 


Lead-in 1 Workin pairs or small groups. Discuss the questions. 

1. Can you name three or four different social media platforms? 

2. What role does social media play in finding a new job? 

3 What information does an online profile on a professional networking site usually have? 
4 Isthere anything you should avoid putting in an online profile? What? Why? 
2 


Have you ever received any advice about your career? Talk about: 
+ who gave it to you. 
+ what he/she said. 
+ ifthe advice was useful in any way. 


Listening 3 Workin pairs or small groups. Read the situation and answer the questions. 


recent graduate has phoned a careers advice programme to ask how he can 
make his online profile more noticeable to employers. 


What advice do you think he gets? 2 Whatadvice would you give? 


Pw 


> L01 Listen to the programme. Were any of your ideas from Exercise 3 
mentioned? What advice did the host give? 


Listen to the programme again. Decide if these sentences are true (T) or false (F). 
The caller has recentiy had a job interview. 

He doesn’t know how to make contacts in his industry. 

The host doesn’t recommend using professional networking sites. 

The caller wants advice about how to improve his online profile. 

The host asks the caller for specific examples that show his qualities. 

The caller has experience in web design. 

He has experience as an outdoor skills instructor. 

He liked the host’s advice. 


Doraneunn 


How could you follow the host’s advice? What activities do you do that show 
Teacher's resources: transferable skills? 


SESE RES, 1 enjoy repairing my car. That show's that 'm good with my hands. 


Grammar Advice and suggestions 
7A. Complete the sentences from the programme using the words and phrases in the box. 


could How ought should Whydon'tyou Why not try 


1 deleting everything you've written about yourself? 

2 take your description of yourself... and for each word, think of an example 
from your own experience that shows who you are? 

3 ____about telling me about something creative that you've done? 

4 Youreally___put that on your social media profile - you designed and built 
awebsite. 

5 You____consider putting something about that on your profile, 

6 You to think outside the box. 


5B What three different verb forms are used after the expressions of advice 
or suggestion? 


1.2.) Careers advice 


© Choose the correct option in italics to complete the sentences. 

Why don’t you send / to send an email to some companies? 

How about to set up / setting up your own website? 

You should to research / research the companies you're interested in. 

Why not try make / making a video for YouTube? 

You ought to spend / spending some time improving your ontine profile, 

You could think / to chink about meeting some people who work in the industry. 
What about asking / to ask your teacher for some help? 


Noaweune 


> page 118 See Grammar reference: Advice and suggestions 


& Correct the errors in these sentences. 

1 You shouldn't to use words that explain the obvious - like hard-working. 
Why don’t you trying giving more details about your IT skills? 

‘Should you show your transferable skills rather than explaining them, 
What about join some online groups to make more contacts? 

Why not to try writing a blog about your experience? 

You could doing some volunteer work, then add itto your profile. 

How about to include more information about your hobbies? 

You ought give some information about the languages you speak. 


Teacher's resources: 
extra activities 


evaunuwn 


Was the expert's advice in the first programme useful or not? How do we know? 


Listening 9 4102 Listen tothe second programme. Answer the questions. 
1 
2 What problem does the caller have now? 


‘LOA Match the halves of the host’s questions. Then listen again and check. 


1 What cant a. what was your problem? 
2 Can you remind me -~ b right? 
3. Whydon'tyoutell me ¢ help you with today? 
4 You'rearecentgraduate, d-_nokids? 
5 And you're single - which is more important: money or excitement? 
6 Whynottryasking yourself about the two jobs? 
& Match the answers with questions 1-6 in Exercise 10A. Listen again and check. 
One looks very interesting, but not very well paid. The Yep, that’s me 
other is probably a bit boring, but the money is good. Yes, that’s right. 


b_ We spoke a few weeks ago... and | still have a problem. 
¢ That's the problem, Jenny ~ really can’t decide! 
d_ My professional networking profile - it wasn’t working, 


‘LA atthe end of the recording, Jenny says Let me ask you a few more questions. 
Work in pairs and think of 3-5 more questions that Jenny might ask the caller. 


B Work in pairs. Act out a continuation of the dialogue. Then present your 
dialogue to another group and compare ideas. 


—D page 114 See Pronunciation bank: Voice range 


Speaking 12 Read the online profile and other information on page 126. With a partner, give 
advice to the person who wrote the profile, so he/she can improve it. 


134 You are going to roleplay helping a friend set up a profile on a professional 
networking website. Student A: Turn to page 126. Student B: Turn to page 128. 


& When you have finished, change partners and do the roleplay one more time. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (\need more practice) to5 (know this well) 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


a 


Go to MyEnglishLab for 
extra video activities, 


Reflection 


>12¢€ 


Learners are aware of simple ways to build rapport at first meetings and can 
Use a range of appropriate questions. 


Read the definition of building rapport. Discuss how you can build rapport 
with someone you meet for the first time. 


Building rapport is about developing a shared understanding with another person 
or group of people that facilitates and improves communication. | 


In small groups, think of two examples of spoken and non-verbal (body language) 
techniques for building rapport with new colleagues or students in your class. 


spoken: asking questions, non-verbal: lean forward slightly (if sitting) 


(1131 Watch the video as Daniel and Alex prepare for the graduate trainees’ 
induction meeting and answer the questions. 


How does Daniel describe Beata? 

What is Jessica Looking for in an employee? 

What do we learn about Alex? 

What does Alex do to try to build rapport with Beata? 


pune 


In small groups, discuss which is the best approach (Option A or B) for Beata 
to take as she meets members of the team for the first time. As a class, decide 
which video to watch first. 


Option A - Beata tries to build rapport by listening to her new colleagues. 
Option B - Beata tries to build rapport by demonstrating her knowledge of the product 
and the company. 

B Watch the videos in the sequence the class has decided and answer the same 
questions for each video. 

1. How does Beata try to build rapport with Alex/Jessica? 

2 Isshe successful? Why / Why not? 

3. What will be the long-term effect ofthis? 


+ In pairs, discuss what you have learnt from the two options about building rapport. 
134 Watch the Conclusions section of the video and compare what the 


speaker says with your answers in Exercise 4, Note down the main learning points 
about building rapport. 


Reflect on how you build rapport when you meet someone for the first time. 
Then work in pairs and discuss these questions. 


1. Which of the verbal techniques mentioned in Exercise 18 do you use in your language? 

2. Which of the non-verbal techniques do you use? 

3. Which of the techniques you have seen would you like to learn or start using? Which 
do you consider especially useful? 


1,3 Dd) communication skills: Building rapport 


Functional Asking questions to build rapport 


LaANguage 7q compicte this extract from the conversation between Alex and Beata using 
the phrases in the box. 


One way of building rapport [ doyouknow howlong whatdidyou(x2) whenwere where exactly 
isto try to find something in 
Tea nb Alex: | hear you lived in Tokyo. did you live? 
Guestions to continue Beata: Suidobashi?_— 
building rapport. Alex: Ah, yes, near the baseball park.| lived there myself for a while. Loved it 
2 ‘were you in Japan for? 
Five years. you in Tokyo? 
2013 to 2015, About eighteen months. 
5 do there? 
Teaching English, mainly. 
Teaching. teresting. like best about it? 


Alex: Mainly the food! 


Match a question from Exercise 7A to each category, to ask about: 

a duration b likes ¢ location d timing _e purpose 

© Match the questions to the categories in Exercise 7B. 

1. Which places did you visit? 5 Whatwere you doing there? 

2 What did you like about it? 6 Did youstay long? 

3. How long did you stay? 7 What did you and your partner do 
4 Sowhen did you go to Berlin? while you were there? 


8A Work in pairs and read the scenario below. Student A: Read the information on 
page 126. Student B: Read the information on page 128. Note down questions 
you can ask to build rapport with your partner. 
Scenario 
You attend a networking/birthday party and you start chatting to another colleague/quest. 
You introduce yourself As you chat, you realise you have both been to Barcelona, 


Teacher's resources: 
extra activities 8 Practise asking and answering the questions you noted down in Exercise 8A. 


2 Work in small groups. Choose one of the situations 
below to practise building rapport. 


1. Your experience of learning English, in your home town 
or abroad. 


2. Ameeting, conference or other event that you attended 
at your place of work or study. 

3 Acity or country you have visited or lived in. 

4 Your last holiday, 

5 Have a conversation for about two minutes and try to build rapport. 
Before you start, think about: 

+ questions you can ask to find out about your partner's experience (location, 
duration, timing, purpose, likes). 

+ your own experience and the information you will need to answer your partner’s questions. 


 Atthe end, tell the class what you learnt about the members of your group. 
How successful were you at building rapport? 


D Inyour groups, discuss which questions you used to build rapport and what you found difficult. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (I know this well) 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


BUSINESS SKILLS 


Lesson outcome Learners can use a range of expressions to start, close and show interest in 
simple, face-to-face conversations on familiar topics. 


Lead-in 1a 


2 
3 
5 


auaunn 


~ 


8 
Listening 2a 


3a 


HA NVaweune 


2 


In pairs, discuss these questions. 
Why do people attend careers events? 

What are employers looking for at a careers event? 

Have you ever attended a careers event? What was your experience? 

Work in pairs. Look at these tips on how to prepare for a careers event. Choose 
the three most important tips for you. Explain your choices to another pair. 
Look at the list of attending companies and target those that interest you most. 
Update your CV and bring several copies. 

Take a file to collect business cards and brochures, 

Research your target employers and prepare a list of questions you want to ask. 

Write an online profile. 

Prepare a short, professional introduction (your experience, strengths, career interests 
and goals). 


Dress professionally, as if you were going to an interview. 
Arrive early, and plan extra time for locating your target employers. 


4) 1.03 Listen and complete the advice on networking at a careers event. 
Before the event Research, 


On the day of the event Dress professionally. 


‘After the event Email, 


In small groups, discuss what you think of the advice the recruiter gave. 


1.03 Ella and Jamie are attending a careers event. They both speak to Ben, 

a recruiter from a large specialised travel agency. Listen to the two conversations. 
Who was better prepared, Ella or Jamie? 

Listen again and answer the questions. 

How did Ella prepare for the careers event? 

What relevant skills and qualifications can Ella offer the company? 

‘What was the outcome of the conversation with Ben for Ella? 

‘What relevant skills can Jamie offer the company? 

How did Jamie prepare for the careers event? 

What was the outcome of the conversation with Ben for Jamie? 

How could Ella and Jamie have been better prepared? 

Work in pairs and discuss the questions. 

How easy or difficult would it be for you to network at a careers event? 

What could you do to prepare for this type of event? 


1.4 >| Business skills: Networking 


Functional Networking at a careers event 


language 4p complete the questions and phrases from the two conversations in Exercise 3 
with the words and phrases in the box. Then listen again to check your answers. 


askyoua few questions beennice talking could |just ask for your time 
howareyou inchargeof intouchwith really see tellmemore sounds 


1 Canyou putme the person__ your marketing projects? 
2 Canyou about that? 

3 Idlike to ,if possible. 

4 Good morning.__enjoying the fair? 

5 I’s___toyou. 

6 That interesting 

71 wonderful. 

8 Sorry, you a few questions about Travelogue? 

9 Thankyou , Ben. | really appreciate it 

10 Oh, 


© Put the phrases from Exercise 4A into the correct category in the table below. 


Starting a conversation _| Showing interest Closing a conversation 


© Here are more phrases that you might use during a conversation. Put them into 
the correct category in the table above. 


1. That's interesting. 5 Uh-huh. 
2. Doyou havea few minutes to explain ..? 6 Right 
3. Ireally appreciate your time, thank you. 7 Cani talk to you for a minute? 
Teacher's resources: 4 Could give you a call next week to discuss 
extra activities this in more detail? 


5A Workin groups of three. Roleplay a meeting at a careers event between 
a recruiter for a web design company, Your World, and a candidate 
for a job. There are three candidate profiles: each 
person will take the roles of recruiter, candidate 
and observer once. 
Student A (recruiter): Read the information about 
Your World on page 126 
Student B (candidate): Choose one of the candidates 
(on page 128 and read his/her online profile 
Student C (observer): Look at your instructions on 
page 130. 


JOB FAIR 


Room C224 


8 Take a few minutes to prepare, then roleplay your 
meetings. Remember to show interest and close 
the conversation when appropriate. 


© When you have finished, listen to the observer's 
feedback. Discuss how easy or difficult itis to 
participate in a conversation with someone you 
hhave just met. Share your group's ideas with 
the class. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (i need more practice) to 5 (I know this well. 
+ Goto My self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


QA ey weitine <CoCeeS 
- Emails - Introducing yourself 


Lesson outcome Learners can write an email introducing themselves to work colleagues. 


Lead-in 


Functional language 


2. Look at the emails again. Put the phrases in blue 
from Exercise 1 into the correct place in this table. 


‘LA Read the two emails below and choose the correct 
options in italics. 


To: sarketing stat — aa More formal Less formal 
From: Elenor Rinna era 
Subject: Good morning! 

‘Dear / Welcome colleagues, Precis 
| would like to introduce *me / myself as the new ‘New job 
Account Executive in your department 

Before | joined / join this company, | was working Previous job 
in a similar position in a very small company in 

Sweden, However, | ‘wanted / am wanting to work for iwietion 
a larger company so | am really excited to be working 

Sby / for this company, Cisaiag 
Please feel free to contact me by email or phone 

“if / so you have any questions. Sign off 

| very much look forward to “meet / meeting you all 


in person, 
8 Write these words and phrases in the correct place 
"Kind / Th ¥ phrases pl 
ed Ty ames, in the table above. Some phrases may be used in 


both formal and informal emails. 


Best wishes, Good morning Helen, 

have been appointed as the new Marketing Manager 
‘hope to meet you all soon 

‘fm sending this email to introduce myself 


Alexis Pinar 
Subject; Good morning! 


Hi everyone, 


{'m Alexis Pinar and | want to introduce myself to 
you. I've just started work here as the new Assistant 
Designer. | finished *study / studying business finance 
at university in June, and I'm excited to be working 
here. It's a bit *scary / affaid as it's my first job, but 
I'm sure I'll soon fit in OK. 


I'm looking forward to working with you "ail / 
everyone. 


Bye for now, 


B Which of these emails do you think is more formal? 


{'ve just got the job of IT Supervisor 
Iwasa Store Manager before 

My previous job was as Customer Services Manager 
Perhaps we can meet up over lunch today, Yours, 


[> teacher's resources: extra activities 


[Bp Tecemall contains examples of adverbs of degree. Goto 
MyEnglishLab for optional grammar work 


“=D page 118 See Grammar reference: Adverbs of degree 


3A Work in pairs. Turn to page 126 and read an email from a new HR Manager to all 
company staff, Discuss whether the email needs to be formal or informal and how you 


could improve it. 


B You are the new HR Manager. Write your own introduction email in around 80 words. 


© Exchange emails with your partner. Did you both write formal or informal emails? 
How many phrases from the functional language section did your partner use? What 
did you like about your partner’s email? 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Business sectors 


Di Therate of change 
s not going to slow. 
down anytime 
Ifanything, competition 
in. most industries will 
probably speed uf 
evenino 


Unit overview 


Japan’s economy 


Lesson outcome: Leamers can use vocabulary related to 
different sectors and industries which drive economic activity 


The energy industry 


Lesson outcome: Learners can use the Past Simple and Past 
Continuousto talk about past events. 


Ke Communication skills: Dealing with interruptions 


Lesson outcome: Learners are aware of waysto take turns 
and can use a range of expressions to interrupt and manage 
interruptions ina meeting, 


Business skills: Voicemail messages 


Lesson outcome: Learners can use a range of expressions to 
leavea clear and concise voicemail message, 


24 
2.4 
2) Writing: Emails - Action points 
Lesson outcome: Learners can write an email containing action 
points from a meeting 


Business workshop 2: p.90 | Review 2: p.105 


Pronunciation 2: 2.2 Stressin compound nouns and noun phrases 


Video: Japan's economy 
Vocabulary: Sectors and industries 
Project: Research sectors and industries 


Reading: Big ol: From black to green 
Grammar: Past Simple and Past Continuous 
Writing: A short story 


Video: Induction meeting 
Functional language: Interrupting and dealing with interruptions 
Task: Discussion during a meeting 


Listening: Four voicemail messages 
Functional language: Leaving a voicemail message 
Task: Leave a voicemail message 


Model text: Email with action points 
Functional language: Action points 
Grammar: will and going to 

Task: Email with action points 


Grammar reference: p.119 


2.3 Stress in phrases for turn taking p.114 


r>17€ 


Pipl 


Lesson outcome 


Lead-in 


Japan’s economy 


Learners can use vocabulary related to different sectors 
and industries which drive economic activity. 


L_Look at the photos from Japan, What can you see? What other iconic images 
represent the country? 


Discuss these questions. 

Inwhat ways do you think Japan is very traditional and in what ways is it very modern? 
How has Japanese popular culture had an impact on the world? Give examples. 

How has Japanese industry had an impact on the world? Give examples. 

What do these Japanese companies make or do? 


pune 


Canon Mitsubishi Nikon Nintendo SoftBank Sony Toyota 


VIDEO 3A Lookat the list of industries. Tick (V) the ones you predict will appear in a video 


Teacher's resources: 
extra activities 


about the development of Japan's economy. 


agriculture cars energy electronics finance fishing 


[211 Watch the video and check your predictions. 


Po 


Decide if these sentences are true (T) or false (F). Watch the video again and 
check. Then correct the incorrect sentences. 


We think of the USA leading in the internet technology sector. 
Japanis the second largest industrialised economy in the world. 

The country’s banks and financial market are an important part of the economy. 
Japan was slow to use robots in car manufacturing, 

Japanese cars were not popular in other countries in the 1970s. 

Japan's car manufacturers continue to invent new vehicles in the twenty-first century. 
The Sony Walkman was a revolutionary product because it was very cheap. 

Both Nintendo and Sony sell popular video game consoles, 


Discuss the questions. 
‘According to the video, how was Japan able to build a strong car industry? 


What two examples of more recent innovations in Japan’s car industry are mentioned in 
the video? 


How did the Sony Walkman change the way we live today? 


NeW oavaneune 


Japan's economy: 


Vocabulary Sectors and industries 
& Complete the extracts from the video using the words and phrases in the box. 


automotive manufacturing retail servicesector transportation 


Japan’s!___, which includes finance, trade, entertainment, tourism, ?_ 
and, "accounts for a massive three-quarters of Japan's total economic output. 
But ithas been Japan's industries that have made the most global impact. 
The*___ industry has been particularly successful, 


7 Match the three economic sectors (A-C) with the descriptions and the examples (1-3). 
Economic sectors 

A Primary > B Secondary — C Tertiary 

Description and examples 


1 This involves using raw materials to develop and build products. Examples include the 
‘manufacturing and construction industries. 


2. Also called the service sector, this includes all the commercial services that connect 
products and services with consumers, Examples are financial services, retail, the tourism 
industry as well as transportation. Italso includes other public and private services such 
as education and health care. 


3. This involves working with basic materials. For example, extraction of raw materials, 
agriculture and fishing, 


Write the correct industry and sector next to each group (1-8). 
bank, credit card company, insurance agent, 

campsite, cruise ship, hotel chain 

furniture maker, steel factory, textile manufacturing 

coal mining, gas extraction, oil drilling 

animal farming, crop growing, wine producing 

airtine, courier service, port ae 

chemical plant, pharmaceutical company, robotics factory 

clothes shop, restaurant, supermarket 


Look at the types of businesses in Exercise 8 and discuss the questions. 
Which of the sectors and industries were important in the past in your country or region? 
iFany of these industries declined, do you know why? 


DM PROJECT: Research sectors and industries 


LOA Work in pairs or small groups. 
Research one industry that is active in your country or region. Find out some of 
the following information: 

+ a description of the industry. + the number of employees. 
+ thesize ofthe industry. + Its economic impact on the country. 


Prepare a short presentation with suitable images for some visitors 
to your region or country. Write 100-120 words. See an example on 
page 126. 


Teacher's resources: 
extra activities 


NeW evaneune © 


8 Give your presentation to the class. 


© Watch another group's presentation. Which of the 
industries has a bigger impact on the economy today? 


How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (i know this well. 
Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


2.2. The energy industry 


Lesson outcome 


Learners can use the Past Simple and Past Continuous to talk about past events. 


Lead-in 1. Match words from each circle to form compound nouns. 


climate fossil 
electricity global —_ renewable 
greenhouse solar 


bill change 
warming "panels 
gases 


fuel 
energies 


2A Complete the questions with a compound noun from Exercise 1. 
1 Canyou name two types of traditional and ? 
2. What are some of the advantages of installing 
3 Which of these is not a. ? Coal, gas, oil, wood. 
4 Doyou think. affecting the weather where you live? How? 


‘on your home? 


Work in groups. Answer the questions above, 


=D page 114 See Pronunciation bank: Stress in compound nouns and noun phrases 


Reading 3 Lookatthe social media post on the left. What was the problem and what 
do you think Mark did about it? 


Mark Nowicki @ vy 
So, it was snowing all lastnight, 

| and at about nine o'clock we 

| were jst watching TV when 

| suddenly all the electricity went 
out. These power cuts sometimes 

| happen when there's a big storm. | 

| While was sting inte dork, | 


& Read the first paragraph of the article and check your predictions. 


5 Read the whole article and answer the questions. 

What do you understand by the article headline? 

In what two ways will Mark save money with his solar panels? 
What type of company is Total? 

What was significant about Total buying two-thirds of SunPower? 
What future risks are there for the oil and gas industry? 

What two options does the writer say the oil and gas industry has? 


{thought we really must 
do something about this, 


Discuss the questions. 


Inwhat ways does it make good or bad business sense for big oil companies to move 
Teacher's resources: into renewable energies? 


extra activities 2 Why do you think the transition fram fossil fuels to renewable energies will be slow? 


HOD aneune 


Big oil: From black to green 


‘Mark Nowicki put solar panels on the roof of his house 
last week. He is one of more than one million American answer to the growing 
homeowners and businesses that now have the panels, threat that many analysts, 
‘motivated by tax deductions and falling costs. He went 2 investors and executives 
solar to provide backup power if the electricity failed, and now see facing* the oil 
to cut his electricity bills in half. Helping the environment and gas industry: the 


investment was one 


‘was an extra benefit. ‘Green energy compensates for the 
emissions from my big cars,’ he says. 
He did not know it, but there was probably another 
4 connection between the new panels on his roof and the fuel 
in his vehicles, The panels came from SunPower, a U.S. 
solar company controlled by one of the world’s largest oil 
‘groups, Total of France. 
‘Total bought 66 percent of SunPower five years ago for 
1s about $1.4bn, making the biggest investment in renewable 
energy by any of the large oil and gas companies. The 


prospect of a long-term transition away from fossil fuels 
and towards renewable energy. 

Total, along with the other large interaational oil 
‘companies, is facing a critical choice. Do they diversify 
into wind and solar power to compete in a world of stricter 
regulations on greenhouse gas emissions and competition 
from renewable energy? Or do they stick to oil and gas, 
knowing the world will continue to need fossil fuels for 
‘many years to come? Their decisions will shape the future 
of the industry, of energy supplies and of the climate, 


‘Ifyou face a dificult situation, is going to affect you and you must deal with it 


2.2 >| The energy industry 


Grammar Past Simple and Past Continuous 
_ JA Look at the phrases from Mark’s post. What is the tense of the verbs in bold? 


. it was snowing all iast night How do we form these tenses? 
8 Complete the sentences with Past Simple or Past Continuous. 
..- at about nine o'lock we were 1 Weusethe___ to give some background details to the main story, for example, 
| just watching TV when suddenly describing the weather at the time. 
| wi beeelctictn wanton, 2 Weuse the for an action in the past that was interrupted. It also describes 
actions or events in progress at a specific moment in the past. 
[ 3 Weuse the for shorter finished actions or events, which can interrupt a longer 
Lpesbrenee enya situation oraction in progress. We also use it with a series Sat completed as 
| something about this 4 We often use when beforethe___and while before the 
=D page 119 See Grammar reference: Past Simple and Past Continuous 
8 choose the correct option in italics to complete the sentences. 
1. She was studying / studied 1T when she started / was starting her first business. 
2. He told / was telling me he wanted to quit hisjob white we had / were having lunch, 
3 While | presented / was presenting the slides, the electricity went out / was going out, 
4 Wegot/ were getting tired so we decided / were deciding to have a break 
5 What did you de / were you doing this morning? | tried / was trying to phone you twice. 
6 | thought / was thinking about Carla when she phoned / was phoning me. 
7 Itsuddenly started / was starting to rain while we sat / were sitting in the park. 
8 When! got /was getting to the office, everyane already worked / was already working. 
‘QA Student A: Complete the article using the Past Simple or Past Continuous form 
of the verbs in brackets. Student B: Turn to page 127. 
How it started the Airbnb name came from. They charged $80 each a night. 
Asthey® (wave) their guests goodbye, they 
Airbnb’s co-founders, oe Gebbia and Brian Chesky, were thought they had a new business concept the idea of a 
friends from design school in New York. In 2007, they sharing economy. 
(share) an apartment in San Francisco, They In the summer of 2008 they had 800 listings but the site 
io (both / look) for work and having ahard time  ?____(not make) any money. Sothey®__ 
paying their rent. When they? ___(hear)adesign __fly) to New York, the city where they had the most customers, 


conference was coming to San Francisco, and the city’shotels _to find out what problems people (have) with 
were fully booked, they + (decide) to offer their the service. They found that many of their listing photos 

flat as cheap accommodation to participants, They quickly were poor quality s0 they rented a professional camera and 
designed a simple website and soon’__ (find) ®__ (take) photos of people's apartments. Today, 
three paying guests who slept on airbeds on their living-room _Airbnb has hosted over 35 million guests in 34,000 towns and 
floor. They even cooked their guests breakfast and that's where cities around the world. 


Teacher's resources: i 
i 8 Make brief notes about the story in your article and tell your partner the story 
ees using your notes. 


Writing LOA choose a title from the box and write a short story. Use the example story and 
notes on page 127 to help you. Write 120-150 words. 


‘Amemorable day at work/university What stressful day at work 
That was a nightmare journey/meeting The holiday ofa lifetime 


® Work in pairs. Tell each other your story, then ask questions to find out more. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(I need more practice) to 5(! know this well) 


+ Go toMy Self-assessment in MyEnglishLab to reflect on what you have learnt. 


COMMUNICATION SKILLS 
2.3) 


Dealing with interruptions 


Lesson outcome Learners are aware of ways to take turns and can use a range of expressions 
to interrupt and manage interruptions in a meeting, 


Lead-in 1A Think about meetings in your country. Is interrupting a speaker during a meeting 

considered positively or negatively? Explain your thoughts to a partner. 

B Work in pairs and discuss the statements. Do you agree or disagree? 
Why / Why not? 
To participate effectively in a meeting you need to: 

1 listen to others. 

2 ask questions to be sure you have understood. 

3. prepare your contribution in advance. 

4 never interrupt someone even if you disagree with him/her. 

5. be respectful even if you disagree with someone. 


VIDEO 2a E231 Watch the video as Beata prepares for an induction meeting with the 
CEO of Evromed. Choose the correct option in italics to complete the information 
di b about Evromed. 


1. Evromed is a multinational / global player / family business. 
2. Evromed currently employs more than 145 / fewer than 145/145 people. 
3. Evromed is successful in Europe / Eastern Europe / China. 
4 


‘The reliable and 

pain-free way Evromed recently won a contract to supply a hospital / children’s home / chain of 
to manage drugstores in Brazil with a device for diabetes patients. 

your diabetes, 


8 Jessica invites the audience to ask questions ‘as we go along’. Work in pairs 
. and discuss the questions. 
, 1 What does she mean? 


2 What might happen as a result of this invitation? 
The Diabsensor uses a sensot 
inathepitcntsslsosieel SA In small groups, discuss which is the best approach (Option A or B) for Beata to 
tteolects the data trough a take as she participates in Jessica's induction presentation. As a class, decide 
patch on the skin and then sends which video to watch first. 


Ses Option A - Beata should ask lots of questions to show she is motivated and enthusiastic, 


Option B - Beata should listen carefully and only ask questions when its really necessary. 


8 Watch the videos in the sequence the class has decided and answer the questions 
for both videos. 


Option A [2.3.2 1 Howdid Beata show enthusiasm and motivation during the presentation? 
Option B [233 2 Howdid the other trainees react to Beata? 
3 How did Jessica react to Beata? 
4 How does Beata feel at the end of the meeting? 
Bp tehersrsources: © Inpairs, discuss which approach seems more effective. Why? 
extra activities 
Go to MyEnglishLab for . 
[> GoromyEnalishladfor 5 }23.4 watch the Conclusions section of the video, Compare what is said 


with your answers in Exercise 4. 


Reflection —G Think about how you participate in meetings. Then work in pairs and discuss 
the questions. 
1. How comfortable are you interrupting during a meeting or class discussion in your 
‘own language? 
2 What strategies would you use to interrupt during a meeting or class discussion? 


2.3 >| Communication skills: Dealing with interruptions 


Functional Interrupting and dealing with interruptions 
LANGUAGE 7p ook at this extract from the video. Which phrases in bold are a) accepting an 

interruption, b) asking permission to interrupt, c) going back to an earlier point? 
Beata: Sorry to interrupt, Jessica 
Jessica: That's OK. Please go ahead. 
Beats When you say ‘blood sugar’, do you mean ‘glucose’? 
Jessica: Glucose. Exactly, yes. 
Graduate 2: Ah, good, thanks. was wondering about that, too. 
Jessica: So, as was saying, ...no more pricking of fingers. 


How does Jessica prevent Beata’s final interruption in Option A? 

Match the expressions (1-10) with the correct category (a-d). 

What did you want to say?_ a Asking permission to interrupt 
Sure, please continue, _ b Accepting an interruption 
Excuse me for interrupting, _ ¢ Preventing an interruption 
Can | just finish (my point)?__ d Going back to an earlier point 


Sorry, just have one more thing to say, _ 
Can | just say something here? _ 

Before you speak, let me just say ..__ 
The point | was making was... 

Going back to what | was saying ..__ 

10 fi could just ask you ..__ 


weavaneune en wo 


8 Work in small groups. Choose a situation and roleplay the conversation using phrases 
from Exercise 7. Students offering advice: interrupt the conversation several times. 

1 Student A asks for directions to the nearest restaurant. Students B and C have different directions. 

2 Student B wants to know how to make an omelette. Students A and C have different instructions. 

3 Student C wants advice on the best way to study English. Students A and B have different pieces 


of advice. 
Teacher's resources: 


extra activities D page 114 See Pronunciation bank: Stress in phrases for turn taking 


9A Work in groups. Choose one of the scenarios or think of one of your own. 
Your company or place of study wants to: 
1. introduce a compulsory system of car sharing for anyone using the car park, 
2. close the onsite company restaurant. 
3 relocate your department to cheaper premises several kilometres away. 


B Think of arguments for and against the scenario. If necessary, 
turn to page 127 for example arguments. Decide which 
arguments you agree with. 


C Hold a meeting to discuss your scenario. Choose one 
person to lead the meeting, Take turns to say what 
you think, and allow other people to speak. Use 
appropriate expressions to interrupt and respond 
to interruptions. 


D Atthe end, discuss how well the group 
participated in the meeting. How could you 
improve your approach to turn-taking in future? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(I need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


2 4> BUSINESS SKILLS 
Voicemail messages 
voicemail 


Lesson outcome use a range of expressions to leave a clear and concise 


Lead-in 1A inpairs, compare how many times you listen to voicemail messages before you 
understand them. Why? 
B Insmall groups, discuss why itis sometimes difficult to understand a voicemail message. 
the caller speaks too fast, the caller doesn't leave his/her full name 


© How do you feel about leaving a voicemail message in English on a scale of 1-5 
(1= very comfortable, 5 = totally uncomfortable)? Explain your thoughts in pairs. 


Listening 2a 4201 Anyaisthe assistant to the Human Resources Manager, Emma Newman. 
Itis Monday morning and Anya has four voicemail messages. Listen to the first 
three messages and tick the correct box. 


isunclear ‘Speakstoofast | soundsannoyed 
Caller 1 o Oo o 
Caller2 oO (i o 
Caller3 EI Th o 


B 4202 Listen to message 1 again and complete the information below. Listen 
as many times as necessary. 


1 
| 
h 


CALLER: 2 DATE/TIME: _12 March /9.15 OD caueo j 


REASON FOR CALL: ?_Discuss position RETURNED 
YOUR CALL 


ACTION: * TEL: 008 


PLEASE CALL | 


ACTION DEADLINE:? 0 ite ca 


COMMENTS: if 


BA 4203 Listen to message 4. What is/are the aim(s) of the message? 
The calleris... 
1 askingforaction. 2 askingforinformation, 3 asking for acall back. 


B Listen again and tick (V) the things the caller did. 


Leave a greeting o Leave her contact details oy 
Identify herself (1 Repeat her contact details Oo 
State the reason for the call 1 Offer an alternative communication mode] 
Request action /information / callback [] Provide adeadline ie) 


Teacher's resources: C Inpairs, note down the message. Compare your message with the sample 
on page 128. 


TR tee = 


Functional Leaving a voicemail message 


language Complete the phrases from message 4 below. If necessary, use the audioscript 
on page 148 to help you. 
1 Identify hersetf Thisis 
2 State the reason for the call Emma asked. 
3. Request action Can she also 
4 Leave her contact details Incase 
5 Offer an alternative communication mode — Maybe she can. 
6 Provide a deadline tm. 
7 Finish the call ———— 
Match the sentences/questions (a-k) with the categories (1-7) in Exercise 4A. 

a Please call me back and I'll go over the issue with you in more detail. 
b I think my previous message may have been cut off, so I'm calling again. 
€ It’s Thom. I'll spell that for you: that’s T for Tango, H for Hotel, O for Oscar, M for Mike, 
d_ My number is 0081 for Japan, then 03-9245-6229, That's 0081-03-9245-6229. 
@ Thisisa message for Colleen Baker. 
f Could you call me back on my mobile? 
9 Myname’s Kaori Akiba from UCI-Tokyo. 
h look forward to hearing from you. 
i Could you get back to me by Monday? 

sebchoes eSources? J Alike to discuss... in more detail if possible, 

extra activities k Can you send me an email or a text message so we can we fix another time to speak? 


A. Work in pairs, Student A: Go to page 128. Student B: 
Go to page 130. Read the information and prepare your 
message: write notes, review the useful phrases in 
Exercise 4 and practise leaving your message. 


When you are ready, record your message for your 
partner. Your partner will listen and write down 
your message. 


C Use the checklist below to review the messages. 
Reflect on what went well, what didn’t go well 
and how you can improve next time. Then 
change roles. 


1 Identified himself/herself 
2 Stated the reason for the call 
3 Requested action 

4 Left his/her contact details 


5 Offered an alternative 
communication mode 


6 Provided a deadline 
7 Finished the call 


Boe oboa 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (\need more practice) to (I know this well. 
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Lesson outcome 


Lead-in 


Functional 
language 


Teacher's resources: 

‘extra activities 

The email contains 
examples of will and going 
10 for the future. Go to 
‘MyEnglishLab for optional 
grammar work. 


Leamers can write an email containing action points from a meeting, 


LA 2.04 Listen to the meeting between Alice, Matthew and Stanley and 
complete the key action points below. 


To: Project team Peis <a] 


Subject: Factory in sionesis | 


‘As you know, we are going to build a factory in Indonesia next year. The 
project will involve a lot of organisation and planning, so we had a meeting 
with Stanley Dongoran, our Indonesian partner, yesterday to discuss the next 
stages. Here are the key action points which resulted from the meeting. 


KEY ACTION POINTS 
get licence from Indonesian * Board 

Visit Indonesia next * 

2___ bank account 

choose goo for factory 

8 the business premises 

organise other necessary ¢ 

interview candidates for ” position 

+ book ® and accommodation - Matthew by tomorrow 


Please note that there will be a full team meeting next Monday. We expect 
everyone to attend. 
B Check your answers with the audioscript on page 148. 


2 Look at the tips for writing an email that includes action points, Complete the 
table with examples of each tip from the email above. 


Tips Examples 

1. Give brief background about the meeting 
which led to the actions points. 

2 List the points in the order in which you 
must do them. 

3 Use the same grammatical structure at 
the beginning of every action point. 

“4 Add the name of the person whois going 
todo the taskif possible. 

5. Putthe date you want the task finished if 
possible, 


=D page 119 See Grammar reference: will and going to 


BA 205  Turnto page 128 and look at the points. Then listen to the meeting and 


put the points in the order they are going to do them. Delete any which are not 
mentioned. Check your answers with a partner. 


5 Write an email to the CEO with the action points for informing people about the 


takeover in around 100 words. 


© Exchange emails with your partner, Did you both write formal or informal emails? How 


many phrases from the functional language box did your partner use? What i 
from your partner's email can you use to improve your email? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (need more practice) to 5 (know this well) 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Business workshop 3: p.92 


Project management 


Lesson outcome: Learners can use vocabulary related to project 
management. 


Large-scale projects 
Lesson outcome: Learners can understand and practise making 
comparisons. 


Communication skills: Giving instructions 


Lesson outcome: Learners are aware of diferent ways of telling 
people what todo, and can use. range of phrases for giving and 
responding to instructions, and standing their ground. 


Business skills: Meetings: Updates and action 


Lesson outcome: Learners can use a range of expressions to give 
and receive updates, and to discuss follow-up action items: 


Writing: Email requesting an update 


Lesson outcome: Learners can write an internal email requesting 
Updates on a project. 


Review 3: p,106 


Pronunciation: 3.1 Stress in derived words 


Project management 
Vocabulary: Managing projects; Word building - verbs and nouns 
Project: A project debriefing and lessons learnt 


Listening: Three canals 
Grammar: Comparatives and superiatives 
Speaking: Choosing the winning bid 


Video: Resolving a problem witha schedule change 


Functional language: Giving and responding to instructions, 
standing your grounc 


‘Task: Giving and responding to instructions 


Listening: A stand-up meeting 
Functional language: Asking forand giving updates 
Task: An update meeting 


‘Model text: Email requesting an update 
Functional language: Asking for information 
Grammar: (nat) enough 

‘Task: Email requesting an update 


Grammar reference: p.120 


3.2Weak formsin comparisons p15 


>27¢ 


Lead-in 


Project management 


Learners can use vocabulary related to project management. 


‘1. Discuss your views on these comments. Which view do you most agree with 
in each pair? 
1 a Having a detailed schedule increases stress. It's better to have a more relaxed 
approach to work. 
b The only way todo everything you need to do is to organise your life and have 
a detailed schedule - and follow it 
2 a Everyone should havea personal budget. Controlling your money is the key 
tofinancial happiness. 
b It’s important to enjoy life and not to worry too much about how you spend 
your money. 


VIDEO 22 You're going to watch a video about London’s Millennium Bridge, which 


, Teacher's resources: 
extra activities 


Vocabulary 


Teacher's resources: 
extra activities 


‘opened on 10 June 2000 but was closed two days later. Do you know or can 
you guess why the bridge was closed? 


[8211 Watch the video and check your ideas. Did the engineers solve the 
problem? How? 


Watch the video again and decide if these sentences are true (T) or false (F). 
The problems with the bridge were a nightmare because many people were hurt. 
Some people crossing the bridge felt ill. 

The designers expected there to be some movement in the bridge. 

The project managers did not try to reduce risk 

After closing the bridge, one of the most important jobs was to identify the problem 
and find a solution. 

6 The problem was caused by people reacting to the slight movement of the bridge. 

7 Fixing the bridge required a lot of extra time and money. 

8 Now, Londoners don‘t like using the bridge because they feel afraid oft, 


4. Work in pairs or small groups. Discuss these questions. 


1. Think of another example of a project or product failing and becoming big news. 
What happened? 


2 Some people stil call the Millennium Bridge “the Wobbly Bridge’. Do you think this 
‘means the bridge will always be seen asa failure? Why / Why not? 


Managing projects 
5 Complete the sentences from the video using the words and phrases in the box. 


anticipating budget milestones predict project managers 
riskmanagement risk register setback 


1. The Millennium Bridge opened in the year 2000, on the millennium, but that was actually 
slightly behind schedule and slightly over- 

2 One of the central parts of a project manager's job is. 

3 ..sothat’s all the things that could possibly go wrong, 

4 Aftera like this, the project manager's highest priority isto manage all the 
different specialist teams who are working on the bridge. 


5 Together, they're going to have to come up with a new plan of what to do, which is going to 
involve setting new budgets, coming up with new schedules, and agreeing new 


6 Idon't think its fair to blame the on the Millennium Bridge for the wobble. 

It’s mot the kind of risk you can just easily 

8 From now on, you can be sure that at the top of every project manager's. 
“bridge wobble’ will appear. 


“ 


Project management 


Word building - verbs and nouns 
& Complete the table with the correct word forms. 


verb noun 

manage ‘management al 
construct i = 
suspend 

i! movement 
| investigation 

communicate he 

identify 

2 solution 

add . 
| ee 

decide * 


7A Choose the correct option in italics to complete the sentences. 

In large public construct / construction projects like the Millennium Bridge, why is risk 
manage / management so important? 

Ittook engineers two years to investigate / investigation and identify / identification 
the problem and find a solve / solution. Was this a reasonable amount of time? 
Why/Why not? 

After the engineers attached / attachment additional parts, the move / movement of 
the bridge stopped. Imagine that they were unable to stop the wobble, What do you 
think they could have done? 


» 


N 


& Work in pairs or small groups. Discuss the questions above, 
=D page 115 See Pronunciation bank: Stress in derived words 


De PROJECT: A project debriefing and lessons learnt 


‘BA Think of a project you have worked on - in education, your job, as 

a volunteer or as a hobby. Answer the questions and make notes. 

What was the project? (Possible ideas: a presentation, a performance, 

‘a drawing or painting, a paper or other piece of writing, building or 

making something, painting or decorating, organising an event, etc) 

Who did you work with on the project? 

What went well with the project? 

What was the project's biggest challenge: the schedule, the budget, 

working with a team, getting the content right, something else? 

What would you do differently next time? 

8 Workin pairs. Ask your partner questions 1-5 above and 
complete the form opposite with his/her answers. 


PROJECT DEBRIEFING 


= 


Project description: 


xn 


Team members: 


aw 


Successes 


Challenges: 
9A Workasa class. Based on your debriefing documents, make a list ‘ 
of dos and don'ts for project managers. 


: ° wements for next time: 
en Hee + meet with team members Lessons learnt / Improvem 
Bor regularly. 


B Asa class, choose the best five dos and don'ts for project managers. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(Ineed more practice) to 5 (\ know this well. 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


3.2> Large-scale projects 


Leamers can understand and practise making comparisons. 


Lead-in LA workin pairs or small groups. Look at the map and photos and answer the questions. 
1 Why do governments decide to build shipping canals? What are the benefits? 


2. What kinds of jobs does this sort of building project create? Who works on a big 
canal-building project? 
3. Canyouname any other shipping canals? 


‘The Panama Canal z ‘The Grand Canat 


Match each description with a canal on the map. 
{goes through the desert in Egypt, connecting the Mediterranean Sea with the Red Sea 
connects the Atlantic and Pacific Oceans by crossing Central America 

connects the Chinese capital city of Beijing with several rivers and other cities 


ace w 


"3.01 Listen. Match each canal with two facts. 

The Grand Canal a took the longest to build. 

The Suez Canal was more expensive than expected. 
The Panama Canal was cheaper than expected. 

isthe oldest. 

took ten years to build. 

opened in 1914. 


Listening 


wn Nw 


meane 


3 Listen again. Complete the information about each project. 


Grand Canal, China | Suez Canal, Egypt Panama Canal, Panama 


km The schedule: late by’______years__ Length: °_km 
‘The team: * million people The schedule: the American project 

he schedule: none = took about in total, ¢ at any giventime- | waslateby"___years 

2 yearsto complete ; labourers, engineers, accountants, project | The team: 75,000 engineers, specialised 

snetaanet million = ™anagers machine operators, labourers 

‘men and women - mostly The cost: $100 million, over budget by The cost; $__million- 

labourers and engineers 7_______ percent $23 million under budget 

‘Minimum width: 100 m Length: *__km | Minimum width: sm 

Minimum depth: less than 1 m Minimum depth: 12 m | Minimum depth: m 

Minimum width: © m H 


[> teacher's resources: extra activities 


>30¢ 


Grammar Comparatives and superlatives 


4A $302 Listen and complete the extracts. 
1 t’sthe artificial waterway in the world. 
2 But what's than the length of the canal isits age. 


3. When they were working the ‘on the project. five milion men and women 
‘were involved in the construction. 


4 Theyfinished___than planned. 

5 Itisstilloneofthe___shipping routes in the world. 

6 The canal makes the journey between the North Atlantic and the Indian Ocean much 

than going around Africa, 

7 It reduces the trip by 7,000 km, making the journey ‘and time-consuming, 

8 The Panama team had to worka lot. than the Suez team, 

9 Construction in the jungles of Panama wasn't digging in Egypt's dry, sandy desert. 
10. Infact the digging itself was the part ofthe job. 


Choose the correct option in italics to complete the sentences. 
We use the comparative / superlative form to say how two things are similar or different. 


We use the comparative / superlative form to show that one thing has got more or less of 
a quality than all the others in the same group. 


veo 


D> page 120 See Grammar reference: Comparatives and superlatives 


5 Look at the information in Exercises 2 and 3. Complete the sentences with the 
correct form of the words in brackets. Add than or as... as where necessary. 


1 TheSuez Canalis__the Grand Canal. (long) 

2 TheSuez Canal was project of the three. (profitable) 

3. The Grand Canalis. of the three canals. (modern) 

4 ‘The Suez Canalwas the Panama Canal. (expensive) 

5 Theworkforceon the Panama Canalwas__ the workforce on the Grand Canal (large) 
‘Jeacher‘s resources: 6 Workon the Panama Canalfinished__work on the Suez Canal. (late) 


ig ecioaties > page 115 See Pronunciation bank: Weak forms in comparisons 


Listening GA 43.3 Listen to three bids to provide a new computer network for a shipping 
company. Answer the questions. 
1 Which supplier can start the soonest? 2 Which supplier is the cheapest? 


B Listen again and complete the notes. 


BidA BidB Bid 


When they can start 
How long it will take 

Can we continue using the office? 
Product support 

Guarantee 

Price 


Speaking 7A Youare going to choose a company to install the new computer network. 
Look at the notes in Exercise 68. Compare the bids using the comparative and 
superlative forms of the words in the box, 


bad cheap convenient expensive fast good inconvenient slow 


B Hold a meeting to discuss the choices. As a group, decide which bid to choose. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(\ need more practice) to 5 (I know this wel). 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


COMMUNICATION SKILLS 
3.3) : 


Giving instructions 


Teeeiediteaita) _Leamers are aware of different ways of telling people what to do, and can usea range 
of phrases for giving and responding to instructions, and standing their round. 


Lead-in LA Workin pairs and discuss the statements. Which one do you agree with more? 
1 Asa leader, you should insist on having your way. 
2 Asalleader, you should be prepared to listen and change your mind. 


5 Whatare the advantages and disadvantages of each approach? 
VIDEO 2A £331 Watch the video from the beginning to 01:15. Match the names with 


the roles, 
1 Daniel a sub-supplier 
2 Beata b project manager 
3 Clarice © € —maincontact 


B How do you think Beata feels about her new responsibilities? How do you think 
the meeting with Clarice will go? 


C Watch the next part of the video. 
1 Whatis the problem? 


Go to MyEnglishLab for 
extra video activites. 2 Match the dates on the timeline with the events (a-d). 
17 Aprit: 9 May: 28 May: 
APRIL MAY 10Men JUNE 
RMN The container arrives in the UK. 


a 
b Beata’s new deadline for some components. 
Geangtors € The delivery leaves the factory in Shenzhen. 
4. The original date for the shipment to arrive in the UK. 


3A In small groups, discuss which is the best approach (Option A or B) for Beata to. 
SS take in this discussion with Clarice. As a class, decide which video to watch first. 


Option A - Beata should be polite and friendly to Clarice, but at the same time needs to 
show her authority. She should stand her ground. 


Option B ~ Beata should be polite and friendly to Clarice, but at the same time show 
Clarice that she is willing to help, They need to work well together. 

8 Watch the two videos in the sequence the class has decided and answer the 

same questions for each video. 

Is there a solution? Ifso, whatis it? 

How do they arrive at the solution? 

How does Clarice feel? Why? 

How will this affect their future working relationship? 


Option A 3.3.2 
Option 8 [33.3 


In pairs, discuss these questions. 
How did the discussions go? Was one approach better than the other? Give reasons for 
your answer. 

Can you think of any other ways Beata might have handled the situation? 


xu 


5 [334 Watch the Conclusions section of the video. What do you need to 
think about when telling people what to do? Do you agree? Why / Why not? 


Reflection — Think about the following questions. Then discuss your answers with a partner, 


1 sit always important for leaders to build good relationships with the people they work 
with? Give examples when it might not be important. 


2. How do you think you would deal with such a situation? 


>32¢€ 


3,.3)>| Communication skills: Giving instructions 


Functional Giving and responding to instructions, standing your ground 


language 7,_ match1-7 with ach to make sentences from the video. There is one ending 
you don’t need. 


1 Canyou bring Clarice a new deadline, 

2 Noproblem, leave it b onthis 

3 Thaveno room for © withme. 

4 Youneed to meet this d candoit 

5 Ican't compromise e abletodoit. 

6 Ithinkwe manoeuvre on this 

7 Vmafraid fm just g notthatflexible. 
h upto speed? 


5 Match the sentences in Exercise 7A with the categories (a-c) below. 
a telling someone what to do 

b responding to an instruction 

€ standing your ground 


© Match the phrases (1-7) below with the categories in Exercise 7B, 

1. msorry, there's no flexibility on this deadline, 5 I would like to help you, 
2 Yes, | can certainly do that. but can’t. 

3 Weneed you to [lower your costs / get more resources). 6 Sure, no problem. 

4 I'dllike you to change the [delivery date /deadline/supplierl. 7 Myhandsaretied, 


8 Work in pairs. Your classroom is going to be painted. Choose your rales and 
roleplay the conversation using phrases from Exercise 7. Try to stand your ground. 
Student A: You are in charge. You want to make sure the room is empty of all furniture 
and fittings by tomorrow evening. Your partner is your helper. 
Teacher's resources: ‘Student B: You are a helper. Your partner is in charge. You think it is more efficient to 
extra activities leave some things in the raom, and cover them with a large sheet of plastic. 


2A Workin small groups. Read the scenarios below and decide who will take 
the role of the leader for each scenario. 
Scenario 1 
‘There has been a small earthquake. No one in your room is hurt, You hear a fire 
alarm in the distance. All the others in your group are looking at you to lead. 
Tell them what to do, 


Scenario2 

You are looking after some foreign visitors. As a group, you have just 
decided to go and do some sightseeing in your area. Think about the tasks 
that need to be done, decide who will do them, and then tell the others in 
the group what they have to do. 

Scenario 3 

You need to move to new accommodation next month, but you have not 


yet started the process. The others in your group have offered to help. Tell 
them what to do. 


B Ifyou are the leader, think about how to deal with the situation. If you 
are not the leader, turn to page 129 and read the information. 


Take turns to roleplay the scenarios. Try to use phrases from Exercise 7. 


D Atthe end, discuss what went well, what didn’t go well, and how you can 
improve next time. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(I need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


3 4> BUSINESS SKILLS : 
; Meetings: Updates and action 


Neseenieiteiita | Le2mers can use a range of expressions to give and receive updates, and to 
discuss follow-up action items. 


Lead-in 1A Workin pairs. Read the definitions and discuss the questions. 


to update someone (verb) - ‘an update (noun) - toaction something (verb)- an action item (noun) - 
to tell someone the most the most recent ‘todo specific thing that the thing that needs to 
recentinformation about |» ——_—information about needs tobe done, especially | be done 
a situation asituation after discussing it 


1 What kinds of updates do you give and receive in atypical week? 
2 What action items do you have at the moment? 


5 Meetings are very common in the workplace. With your partner, discuss what 
kinds of meetings you attend, or have attended. 


Listening 2A 43.04 Listen toa team leader explaining a new procedure for meetings. 
‘What type of meeting is it? 
8 Listen again and answer the questions. 
1 How long does she expect the meeting totake? 5 Whatis the ball for? 
2 Whatis the aim of the meeting? 6 What information will each person give? 
3 How often will the meetings take place? 7 Whatwill happen after the meeting? 
4 What time will the meetings start? 


3A 4305 Listen to the next part of the meeting as three participants give their 
information. Complete the table below. 


Yesterday Today Problems/impediments 


Jack 
sal 
Tom 


& Listen again and check your answers. Which of the three speakers was the most 
difficult to understand? Why? 


& Work in pairs. Use your notes in Exercise 3 to rewrite what the third speaker 
said. If necessary, look at the audioscript on page 149. Practise reading your 
version out loud. Compare your version with others in the class. 


5 Listen to the meeting again. Think about who the team leader will speak to 
after the meeting and what follow-up action items they will discuss. Make 
notes, then discuss your ideas in pairs. 


G 306 Listen toa conversation after the meeting. The team leader's boss is 
asking her some questions. Try to answer each question yourself before you 
listen to the team leader's answer. 


Teacher's resources: 
extra activities 


Functional Asking for and giving updates 


language 7 watch the beginnings (1-7) with the endings (a-g) to make questions from the 
audio which are used to ask for an update. 


1 Howare we doing with the a mean update on the plans? 
2 What's happening with bb redrafting of the China contract? 

3. Andwhere are € todate on the programme for today? 
4 Canyoubring me up d thedeadlines? 

5 What's the latest e speed on the factory shutdown? 

6 Canyougive f onthe newschedule? 

7 Whenwillyou be ableto bring meupto —_g_wewith the logo? 


3.4 >| Business skills: Meetings: Updates and action 


SA Complete the sentences from the audio using the words in the box. 


agreed finish followed up impediment progress see spent worked workon | 


1 Yesterday! ‘on the new contract for the China project. 

2 Sothe draftcontractisin___, and | expect to complete it today. 

3 Theonly Iseeis time. 

4 \had a meeting with a sub-supplier in the morning, where we some new 
deadlines. 

5 We_____the meeting with anice lunch, 

6 Today my planis to writing a summary of yesterday's meeting 

7 \don't____any impediments at the moment. 

8 I'mplanning to the designs for the new logo. 

9 Yesterday! most of the day discussing ideas for the new logo. 

8 Which sentences in Exercise 8A a) give an update on a past action b) talk about 


planned actions ¢) refer to an impediment (problem)? 


9A Work in pairs. Note down possible answers to the questions in Exercise 7. 


Then listen again to track 3.06 to check your answers. 
Teacher's resources: 


extra activities 8 Practise asking and answering the questions. 


‘LOA Work in small groups. Read the notes 
on the three scenarios. Think about 
how you would use the format from 
the audio (giving an update on a past 
action, talking about planned actions, 
referring to any problems) to give updates 
on these three issues. 


OPTS SF 


4 THS PROJECT 2 HOLIDAY PLANS 

The project team has now The ageeed dates for the 

been agreed. factory shutdown wil be 

The first project mecting is tb Dee-4 Jan. 

planned for next week. We are Discussions with department 

eke oe one at te heads are happening today. 

We still need to find volunteers 

The final budget Is 

HeAevod rng eat to anewer the telephones 

may not be sufficient. during the shutdown, 
5 DELIVERY OF NEW OFFICE FURWITURE & When you are ready, take turns to ask for and 

give updates to the group on the scenarios and 
Pat ea oi tg ai led answer any questions (maximum five minutes 
fig per person). Follow the updates by discussing 

We need to inform all departments and make Sure possible action items and noting these down. 


‘this date is OK with everyone. spe a i 
Ne Readw tad ialcnie TS ca TTS HY © When you have finished, discuss what went we 


and what was difficult about the discussion. In 
reper ed Senate et era particular, who gave the clearest update? What 


phrases did he/she use? 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (i need more practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


Functional 
language 


Teacher's resources: 
extra activities 

The email contains 
‘examples of adjective/ 
adverb + enough and 
enough + noun/to, Goto 
‘MyEnglishLab for optional 
grammar work. 


Jobin Carver, Project Manager 
Wilteim Haas, Finance Manager 
Bulldiog project update 


Fs 
Subj 


Dear John, 


I'd like to know if the first stage of the building project is moving fast enough and will 
‘meet the orignal deadlines, so could you let me know what the curent position is? If you 
are not going to meet the deadlines, would you check when we can get together to go 


over the shedule? 


Also the CFO is now worried that there aren't enough funds to complete the project on 
time, especially as there have been sevral problems. I'd therefore be grateful if you could 
send me cost details for last month, particularly any aditional purchases you made. 


| understand that whether conditions were not good enough to start the second stage 
of the project last week. I'd appreciate it if you could meet me tomorrow afternoon to 
discuss the rescheduled dates, Could you also ask your asistant to join us, please? 


Reguards 
Wilheim 


B Underline eight spelling mistakes and correct them. 
© Check your answers with a partner. Then check the spellings in a dictionary. 


2 Complete the table below with words from the box. 


appreciate grateful help if mind possible possibly request to what 
Statement Question 
TdUketoknow*___thefirststage of _| Could you let me know © the 
the building is moving fast enough. Current position is? 

Fé therefore be? ifyoucould send | Could you ask your assistant ” 

‘me cost details forlast month join us, please? 
1d?___itifyoucould meet me Would you® sending me the 
tomorrow afternoon. details? 

Teed your withthe monthly | Woulditbe® tohavea meeting 
report. next week? 

Vd like to® ‘a meeting with the Could you * meetme 
manager. tomorrow? 


—D page 120 See Grammar reference: (not) enough 


3A Turn to page 129 and read the situation. In pairs, discuss the exact information 
you want to find out about the different points. 


© Write an email to the project leader requesting an update on the refurbishment 


in around 150 words. 


© Exchange emails with your partner. In what ways are your emails the same? How 
‘many phrases from the functional language box did your partner use? Did your 


partner use different phrases from you? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(Ineed more practice) to 5 (| know this well 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


A 


One size fits all 


Lesson outcome: Learners can use vocabulary related to 
global markets. 


Online markets. 


Lesson outcome: Learners can use past and present passive 
forms when peaking and writing, 


Communication skills: Managing conversations 


Lesson outcome: Leames are aware of diferent approaches 
to managing a conversation and can use a range of 
‘expressions to signal and respond to a change of topic. 


Business skills: Building consensus 


Lesson outcome: Learners can use @range of expressions 
tobuild consensus in a discussion on a familiar topic. 


Writing: Letter confirming an order 


‘Lesson outcome: Learners can write an order confirmation 
letter 


Business workshop 4: p94 | Review: p.107 | Pronunciation: 4.3 Pronunciation of -(es endings 


A food company's strategy for growth 


Vocabulary: Global markets: adjective and noun collocations; word building 


Project: Adapt to a new market 


Reading: Who wants to bea sofepreneur? 
Grammar: Present Simple and Past Simple passive 
Writing: A product description 


Video: Managing conversations 
Functional language: Changing the subject and staying on track 
‘Task: A conversation between a client and a supplier 


Listening: A meeting to build consensus 
Functional language: Reaching agreement 
‘Task: A discussion to reach agreement 


Model text: Letter confirming an order 
Functional language: Confirming order details 
Grammar: Verbs + prepositions 

Task: Write an order confirmation letter 


‘44 Consonant-vowel linking between words p15 


Grammar reference: p.121 


d>37¢€ 


> ) One size fits all 


Traps) Learners can use vocabulary related to global markets. 


Lead-in 1. biscuss the questions. 


1 What do you understand by the expression ‘one size fits all’? To what extent is that true 
in global markets? Think about some of the items in the box. 


cars clothes coffee fastfood icecream soft drinks 


2 Willeveryone in the world want the same food, clothes and other products in the 
future? Why / Why not? 


VIDEO 2 How do you think Volvo cars and Starbucks coffee adapted their products for 
the Chinese market? 


3 (4.1 Watch the video and check your predi 


& Watch the video again and choose the correct option in italics. 

China has the world’s largest rich elite / middle class. 

Customising products for the mass market is /is not an important consideration, 
There is no front passenger seat in Volvo's / Jaguar's luxury car for China. 

‘Volvo's and Jaguar's new cars are for people with a chauffeur / who like big vehicles. 
Global brands have made slight / major changes to products for China’s middle class. 
‘Starbucks didn’t include its name / logo in the first shop it opened in China. 

The company introduced some special coffees / teas for Chinese consumers. 
Starbucks doesn’t think / thinks the demand for coffee will grow in China, 


Work in pairs and discuss the questions. 
Why did Volvo and Starbucks make changes for the Chinese market? 
What special features would you most like to have in a car? 

How could Starbucks grow their coffee market in China? 

How could a Chinese tea brand grow their global market? 


Teacher's resources: 
extra activities 


PWN avaneune 


Vocabulary Global markets: adjective and noun collocations; word building 
GA Check you know the meaning of the words in the two boxes. 


consumer local luxury marketing target product 


brands customisation goods preferences strategy territories 


8 Choose a word from each box above to complete the phrases from the video. 
Multinationals need to analyse their sadjusttheir’____and 
adapt their products to meet * 

Therefore, + is an important consideration for selling into China. This can 
affect both high-end * ‘aswell as mass-market © 


>3B¢ 


4.1. © one size fits all 


7 Complete the table with words from the video. 


Verb ‘Noun Adjective 
1 [ adaptation/adaptabitity adaptable 
eS | appealing 

consume consumer/?_ consumable 

customise ‘ 5 Jeastomisable 
« 7. grown 

prefer [preferable 

produce 3 Jproduction | productive 

D specialist/specialisation special 

standardise D /standardisation | standard 

target bs? 


‘BA Complete the text with the correct form of the words in brackets. 


IKEA stores in China invite customers to try out furniture 
IKEA opened its first store in Shanghai 20 years ago. In professionals, customers with a relatively higher income 
Chinese cities families typically ive in small apartments, so. who were more aware of Western styles. IKEA also 
the furniture retailer'______(custom) its products *___(adapt) its marketing strategy, using Chinese 
based on local needs and * (prefer). When it social media and micro-blogging website Weibo to help 
‘opened, IKEAS low-price strategy was confusing for many make the brand ¢ (appeal) to the urban youth. 
Chinese” __(consume) because Western Today, the company continues to reduce prices thanks to 
products are seen as aspirational in Asian markets. Sothe -- mass’___(produce) in its local factories and its 
company * (target) young middle-class market is (grow) fast in China. 

Teacher's resources: ® Work in pairs. Say what surprised you most about IKEA’s customisation 

extra activities for China. 


PROJECT: Adapt to'a new market: 


9A Work in pairs or small groups. As members of a company’s marketing team, 
you want to introduce a store or product to a new international market. 
+ Make notes to describe a store or product from your country. Use one of these ideas. 
or your own. 


national or local fast-food chain aregionaldrinkor dish a clothes store 


+ Decide where you want to place this new store or product. Choose a country 
you know about, or use an imaginary country, Create a profile for the country, 
including information about what customers want. 

8 Inyour groups, discuss the following points, 

+ Doyou think the standard store or product would do well in the new market? 
Why/Why not? 

+ Would you recommend customisation for your new market? Ifso, what would you customise? 

+ What would make a good promotion and marketing strategy? (e.g. TV adverts with a local celebrity) 


Present the product or store and your recommendations to the class, Then listen to the other groups 
and, as a class, decide which would be the a) easiest and b) hardest to adapt for a different market. 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice) to 5 (1 know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Lesson outcome 


4.2. Online markets 


Learners can use past and present passive forms when speaking and writing, 


Lead-in 1 Workin pairs. Look at the logos and discuss the questions. 
El 1. What type of sites are they? Match each site with a description. 
amazon a isa global online auction and shopping site for individuals and small businesses. 
b is China's biggest e-commerce and shopping website 
Ege c isan online foad delivery service. 
ebay a started as an online , it’s now the largest online retailer in the USA. 
2 How can an individual earn money using e-commerce websites and apps? 
Reading 2 Read the article quickly. How many internet sites are mentioned? 

3 Read the headline and the article again and answer the questions. 
1. Whatis a ‘sofapreneur’? Someone who 


Teacher's resources: 
extra activities 


0 


a earns money online while working from home. 
b spends lot of time sitting on his/her sofa, 

€ runsan online business which sells furniture 
What two employment statistics are mentioned from the USA? 


Which two groups have difficulties doing traditional jobs? 


What does the writer think governments must do? Why? 


How does Einar Parker feel about his full-time job? 


2 

3 

4 Whats the risk to other small businesses from sofapreneurs? 
5 

6 

7 


Why does he enjoy his jewellery business? 
8 Isthe writer in general positive or negative about sofapreneurs? 


4 Work in pairs and discuss the questions. 
1 Canyou think of one more benefit and disadvantage of online marketplaces? 
2. Doyou think that websites like PeoplePerHour are changing the way companies 
employ people? 
3 Doyou know anyone who sells products or gets freelance work via online marketplaces? 


By Sarah O'Connor 


Alibaba is used by hundreds of 
millions of people around the world. 
Thanks to e-commerce sites like 
this anyone can be an import-export 
magnate* without leaving the sofa. 
Thanks to Airbnb, anyone can be 
a hotel manager. Today there is a 
‘growing number of ‘sofapreneurs” 
making money from websites like 
Alibaba, eBay and Airbnb, and many. 
‘of them are not even doing it fll time. 
Freelancer sites like PeoplePerHour 
‘say many oftheir users are office staff 
‘who log on after work. 

‘tis estimated that one percent of 
USS. adults earn money from these 
websites. JPMorgan Chase says of 
this group that most of them rely on 
the sites for less than a quarter of their 


‘rich and powerful person in business 


Who wants to be a sofapreneur? 


2” 


as 


income. Stl, that is valuable in a world 
‘of weak economic growth, low wages 
‘and insecure employment. In some 
‘cases, these sites are giving people 
who might have difficulties doing a 
traditional job a way to earn money, 
for instance because of health reasons 
‘or caring responsibilities. They can 
also offer lower prices to consumers. 
However, governments will have 
to make sure sofapreneurs cannot 
compete unfairly with other small 
businesses by simply avoiding tax. 
One of the biggest benefits is 
the hardest to measure. Many of the 
people I’ve interviewed who sell 
‘products on these sites say that it gives 
them a sense of satisfaction they do 
not have in their day jobs. Last year I 


spoke to Einar Parker, who spent his 
so days working on the production line 
ata cat seat factory. He began making. 
jewellery in his spare time and set 
up his own shop on Etsy. The site 
‘was started twelve years ago to sell 
4s homemade goods. "You don't think a 
Jot when you're on an assembly line, 
but I've got something to think of, 
coming up with ideas,” he explained. 
“That is my escape.’ Sofapreneurship 
s@ seems to be making people a little 
richer and a little happier, and that is 
no bad thing. 


Grammar Present Simple and Past Simple passive 


5A Look at these extracts from the article. What verb forms are the words in bold? 
What tense are they? 


LD sissy eee eee eh 


a The site was started twelve years ago to sell homemade goods. 


5 Look at sentence 1 again. Which preposition do we use to show who does the action? 
D page 121 See Grammar reference: Present Simple and Past Simple passive 


& complete the listings on an e-commerce site with the active or present passive 
form of the verbs in brackets. 


> 
These personalised necklaces Each handmade ceramic (Our high-quality cotton These coffee cups and mugs 
< (make) of bowl * (paint) T-shirts (design) by 
‘wood. Orders * by hand, It (print) specially to orderand == me and” 
(deliver) within 72 hours in (not recommend) to put 2 (dispatch) (pack) in a gift box. If your 
the EU. them in the microwave, within two days. Just items " (need) 
‘oven or dishwasher. 4 (elect) your by acertain date, please 
Wes____(ship) size and colour and the words contact me. 
worldwide, you’___(require). 
7A Complete the passive sentences with the past or present passive form of the 
verbs in brackets. 
= 1 Alibaba__(set up) by Jack Ma, who is said to be one of China's richest 
men today. 
2 Sellers using Alibaba’s and eBay's sites__(not charge) a commission on 
goods sold. 
3 Airbnb's headquarters (base) in San Francisco, California, 
4 Hotels (not allow) to advertise rooms on the Airbnb site. 
5. Some homes/offices on the website (own) by Airbnb, 
6 When eBay. (create) in 1995 it. (call) Auctionweb, 
7 eBay____(buy) by Google in 2016. 
8 Verylittlemoney___(need) to start an Etsy shop online. 
echas eres B case if i sentences in Exercise 7A are true (T) or false (F). Check your answers 


Writing —& Workin pairs. imagine you want to be a sofapreneur. Look at the examples in 

Exercise 6 again. Think about what products you could make and sell online 
or what services you could offer. Write a short description of your products or 
services for an e-commerce site. Write 60 to 80 words. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (i need more practice) to 5 (! know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt, 


COMMUNICATION SKILLS 
43> 


Managing conversations 


Lesson outcome Learners are aware of different approaches to managing a conversation and 
can use a range of expressions to signal and respond to a change of topic. 


Lead-in LA Work in small groups. Give examples of your own experiences of meeting people 
who are different from you. Here are some possible differences to think about. 


their national cutture 4 theculture of their organisation 
theirage 5 their work/profession 

their education 

Discuss the questions. 


What is easy or difficult about such encounters? 
How is it different from meeting friends, colleagues and members of your family? Why? 


[431 Watch the video of Alex and Beata talking about Beata's forthcoming 
trip to Rio de Janeiro. Answer the questions, 

Has Alex ever been to Rio de Janeiro? 

How well does he know Mateo? 

What does Alex mean when he says, ‘It’s difficult to stay on track sometimes’? 

What preparation has Beata done for the trip? 

What advice does Alex give Beata? Do you think itis useful advice? Why? 


Watch the video again. Why is Beata worried about the trip? 


Goto MyEnglishLab for 
entra video activities 3A Based on what you have seen so far, how should Beata behave in the meeting 
with Mateo? Asa class, decide which option to watch first. 
Option A ~ Listen to Mateo, but politely try to stay on the topic of the Diabsensor 
and not be distracted. Stay facused on why she sin Rio. 
Option B - Listen to Mateo, show interest in what he is saying and not worry about the 
Diabsensor. Go with the flow - he is the client, afterall 


'B Watch the video in the sequence the class has decided and answer the questions 
for each video. 


1. What topics do Beata and Mateo talk about? 
2. How does Beata try to turn the discussion towards the Diabsensor? 
3 How does Mateo react to these attempts? 
4 


Alex warned Beata that Mateo likes to multitask (do different tasks at the same time). 
What example of this do we see? 


Overall, how well does Beata manage the conversation? 


Option a IE 4.3.2 


5 
Options 4.33 1 What topics do Beata and Mateo talk about? 
2. How does Beata show an interestin what Mateo is saying? 

3 Does Beata try to turn the discussion towards the Diabsensor? 
4 


‘Alex warned Beata that Mateo likes to multitask (do different tasks at the same time). 
What example of this do we see? 


Overall, how well does Beata manage the conversation? 


5 
In pairs, discuss what you have learnt from Beata’s experience about adapting 
your communication style. 


Whatis the effect of going with the flow? 
What isthe effect of focusing on the task in hand? 


ue 


5 434 watch the Conclusions section of the video and note down the main 
learning point. How far do you agree with this? Why? 


Reflection 6 Think about the following questions. Then discuss your answers with a partner. 
1 Compare yourself to Beata in a similar situation. How do you think you would manage? 
2 {s’go with the flow’ a useful tip for you when you meet new people? Why / Why not? 


raze 


4.3 >| communication skills: Managing conversations 


Functional Changing the subject and staying on track 
language Look at these phrases fram the video. Decide which are for changing the subject (C) 

and which are for staying on track (S). 

There will be plenty of time for that later. 5 That reminds me. 

{really think we should get to the 6 Welll get tothe... ina moment 

Isthisa good moment to start talking about the...?. 7 Canwemoveto...? 

We'll come to that later. 8 Before | forget,. 


pune 


Use words from the phrases in Exercise 7 to complete the dialogue. In pairs, 
practise reading the dialogue. 

A: So, item 3 on the agenda, the new minibus? 

B: Yes, of course, It will be delivered next Monday marning. So we can use it for the trip to 
the factory on Tuesday. 

A: Is? factory visit? What's the plan? 

B: We'll? details ofthe factory visit 

A: Actually, that’ | need to check if my children are being picked up from 
school today. The bus company ison strike, 


B: 'msure there ® Could we first finish discussing the minibus? Then we'll 
have a break and you can sort out your children’s bus. 


Work in pairs and discuss one of these topics using phrases from Exercise 7. 
One person tries to talk about the topic, the other tries to change the subject. 
After a few minutes, change partners and choose a new topic, 


+ Plans for next week + Anew smartphone on the market 
+ Organising a surprise birthday partyforafriend + Atrip abroad 


Write short dialogues based on your discussions. 


Teacher's resources: 
extra activities pa 


5. See Pronunciation bank: Pronunciation of -(els endings 


Work in pairs. Read the situation and decide who will 
be the supplier (5) and who will be the client (C). Go to 
page 128 (S) or page 131 (C) and read your instructions. 
supplier is visiting a client to talk about a new app which 
his/her company has just produced. This app will be 
very useful for managing a database of business 
contacts, and is easy to install, simple to use and 
inexpensive 


Hold your meeting. Try to change the 
subject and stay on track as necessary, 
using phrases from Exercise 7. 


When you have finished, discuss 
how the meeting went. Was it 
successful? What was easy and 
what was difficult? What could 
you do better? 


Find a new partner, change roles, 
and repeat the conversation. 


| + How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(\ need more practice) to 5 (I know this well) 


| Go to My Self-assessment in MyEnglishLab to reflect on what you have lear re | 


Lesson outcome 


Listening 


Teacher's resources: 
extra activities 


Functional 
language 


BUSINESS SKILLS 


Building consensus 


Leamers can use a range of expressions to build consensusiina discussion 
‘ona familiar topic. 


1. Work in small groups and discuss the questions. Then share your ideas with 
the class, 
1 Building consensus (reaching agreement) in a group can be difficult. Why is this? 
2 How do we decide what consensus means? Does everyone have to agree, or is 

a majority enough? 
3 Can anyone say no to a decision, ors ita manager's job to decide? 


4 Some people think that different cultures ind consensus in different ways. Do you 
agree? Think of examples from your own experience to support your arguments. 


2 4401 Listen to the beginning of a meeting. 
1 What does the speaker want to do? 
2 According to the speaker, what is building consensus about? 


3 Complete the sentences using the words in the box. Then listen again to check. 


chance important involved respected 


1. If we want to build consensus, we must make sure thateverybodyis__inthe 
conversation, Everybody must havethe___to speak. 

2. And second, everybody's opinion is of equal weight and istobe__. Noone 
in the group is more than anyone else, 


& $402 Listen to the next part of the meeting. Has this group reached 
a consensus? Explain your answer. 


5 Listen again and answer the questions. 

1 Whatare the three options the manager mentions? 
2 Whatare ‘talking sticks’? 

3. What does the manager mean by ‘process’? 

4 What does the manager mean by ‘narrowing down’? 


Reaching agreement 

G Put this conversation in the right order so that it makes sense. The first two are 
done for you. Then listen to check. 

Manager: Yes, Jose? What do you think? 

Tanya: _I'mafraid I disagree. It will be much better in smaller groups. That way 

everyone gets much more talking time. 
Dorothy: Yes, agree, too. We can be much more efficient if we work in small groups. 
Dorothy: So we need to find consensus about the number of sticks before we can even 
starta real discussion? 

Well, don’t think my idea is that bad. | agree that ina big group one or two 

people could dominate, but that is easy to fix. We use talking sticks. 

So | think we should stay as one big group. There are not so many of us, 

and it will be easy for everyone to be heard. 

Each person has two sticks, This gives them the right to talk twice. Each time 

they say something they must give up a stick, When they have no more sticks 

they cannot talk. That way everyone has the same chance. 

That was ust an example. OF course we need to decide how many sticks to use. 
agree with Tanya. Much better. With a big group one or two people always 
dominate. 

What are talking sticks? 
Actually that’s not a bad idea. But we will need more than two sticks. 


i 
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Put the phrases in bold from Exercise 6 into the correct category in the 
table below. 


Expressing agreement | Yes, |agree, too, 


Expressing disagreement | i | 


‘Making a suggestion 


Reacting to a suggestion 


Match the phrases in bold (1-6) with the categories in Exercise 7A. 
Yes, I think you're right. 

Sorry, Idon’tagree with you. 

Why don’t we work as one big group? 

Good idea! Let's think about that. 

Ym notsure agree with you on that 

How about if we break into small groups after ten minutes? 


aneunn 


Teacher's resources: 
extra activities 7 See Pronunciation bank: Consonant-vowel linking between words 


Work in small groups. Choose one of the following topics to discuss, or suggest a different 
topic. Individually, take a few minutes to note down your ideas. 


1 The maximum and minimum number of working hours in a week. 
2. Theideal number of public holidays ina year. 
3. Whatmakes a good language learner, 


Follow the four steps to discuss your ideas and try 
to reach agreement. 


1. Take turns to explain your ideas, When you are not 
speaking, listen and make notes. 


Read your notes and decide which idea(s) you prefer. 
Take turns to state your preferences and list them 
on the board. 

4 Asa group, discuss the preferences list using phrases 
from Exercises 6 and 7. Try to reach agreement on 
the best idea. 

When you have finished, discuss how well 
the group participated in the meeting. 
Share your answers with the class, 
1. Did you find it useful to write down your ideas? 
2. Did the discussion follow the structure in 
Exercise 8B? 
3 Did the group succeed in reaching agreement? 
4 Which phrasesin Exercises 6 and 7 did you use? 


i 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0(\ need more practice) to 5 (! know this well) 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 
= a —_— 


©0000 
Letter confirming an order 


Lesson outcome Learners can write an order confirmation letter. 


Lead-in 1. Read the order confirmation letter and complete it with the words in the box. 


agreed enclose hesitate order payment received sincerely thank 


Dear Mr Chahal, 
ORDER CONFIRMATION 


We are writing to you to confirm your'__ number 674190 for 1,000 123/XC units a week 
for 12 weeks. which we?____this morning, 

As'____at the meeting last week when we talked about your order, I confirm that we will 
deliver the goods to your factory in Mumbai every week for a twelve-week period ata price of $4.40 per 
‘unit. Last week we discussed a discount of 10 percent providing you pay for the goods on time. You will 
be pleased to know that this is included in the final price of $4,000 per month. We also confirm that the 
first delivery will be on 05/11. 

‘__terms are $4,000 monthly, 30 days after the date of the invoice and we * 

full terms and conditions for your records, 

We® you for your business and look forward to working with you. If you have any queries, 
please donot to contact us, 

Yours, 


Functional 2 Complete the table with phrases or sentences from the letter, then add the phrases 


language in the box to the table. 
cashondelivery DearSir/Madam, order number 01 for five chairs Yours faithfully, 
this is to confirm your order we are pleased to confirm your order 
‘we look forward to supplying you again in the future payment in advance 
details of our new range are enclosed we will deliver the goods to your head office 
Function Examples 
Greeting Dear Mr Chahal, 
Opening 
Order details 
Detivery details 
Fp Were resources Payment terms 
extra activities Sars 
BR The letter contains Endit 
examples of verbs + ee, 
prepositions Goto Closing 
MyEnglishLab for optional 
grammar work, 


~D page 121 See Grammar reference: Verbs + prepositions 


3A Turn to page 129 and read the letter. In pairs, discuss how you could improve it. 


B Look at the order form and handwritten notes on page 130. Write an order 
confirmation letter to Ms Liang in around 150 words. 


© Exchange letters with your partner. Did your partner use different language from you? 
How many phrases from the functional language box did your partner use? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (1 know this well). 


+ Goto My Self-assessment in MyEnglishlab to reflect on what you have learnt: 


Self-assessment 


Innovative product design 


Lesson outcome: Learners can use vocabulary related to 
Innovative product design. 


- Product testing 


Lesson outcome: Learners can use the Present Perfect with 
‘just already and yet. 


Communication skills: Managing information 


Lesson outcome: Learners are aware of different approaches to 
ving information, and can usea range of questions to ask for 
aiferent kinds ofiformetion, 


Business skills: Selling a product 


Lesson outcome: Learnersare able to use a range of 
‘expressions to describe the features and benelits ofa product, 


Writing: Product review 


Lesson outcome: Learners can write product review. 


CAREC SSAD | (Meceaate 


Pronunciation: 5.1 Numbers of sylables in words 
S2Contrastive stress p.116 


Video: Eatsa 
Vocabulary: Technological innovation; Describing innovative products 
Project: innovation in business 


Reading: A dream job in product development 
Grammar: Present Perfect Simple with just, already and yet 
‘Speaking: A typical day at work 


Video: Managing information 
Functional language: Asking open and closed questions 
‘Task: Getting feedback on presentation sills 


Listening: Two sales presentations 
Functional language: Describing features and benefits 
Task: Present a product 


Model text: Product review 

Functional language: Language of reviews 
Grammar: Order of adjectives before nouns 
Taske Write a review 


Grammar reference: p.122 


r47¢ 


) Innovative product design 


Learners can use vocabulary related to innovative product design, 


Lead-in 1A Tick() the sentence(s) that best describe(s) your attitude to your lunch break 


Teacher's resources: 
extra activities 


during the week. 

It’s an opportunity to relax and talk with friends. 

leat only because it’s necessary ~ foods fuel. 

Lenjoy choosing food and eating it. 

Jusually do something else while | eat - reading, studying, texting, 
Along lunch breakis a waste of time 

Inacafeteria, | don’t like ordering food and waiting fori. 

| don’t usually eat lunch. 

I prefer to eat without talking to anyone. 


Compare your answers with a partner. 


Look at the photos of Eatsa, a new restaurant in San Francisco. How do you think 
customers order and receive their food? 


(B)5..1_ Watch the video and check your ideas. How is Eatsa different from 
a traditional restaurant or cafeteria? 


‘Watch the video again. Decide if these sentences are true (T) or false (F). 
Correct the incorrect sentences. 


1. According to Scott Drummond, customers mostly want fast and accurate service. 
2 Customers choose meals that are already prepared. 

3 The reporter waits about three minutes for his lunch to arrive. 

4 The customer in the leather jacket says he has 30-45 minutes for lunch. 

5. The customer in the red tie feels happy that he didn’t have to speak to anyone, 

6 Ingeneral, restaurants are using more technology and fewer workers. 

7 According to Scott Drummond, though his restaurant doesn’thave cashiers, it does offer 
workers other jobs. 

According to Mike Peng, there are a lot of restaurants exactly like Eatsa in Japan. 


8 
& Number the sentences and phrases in the correct order. Then watch the video 
again from 00:14 to 00:41 and check your answers. 


the patience for the old ways of going out and buying food, interacting with 
We've addressed that by creating a process that's incredibly fast, incredibly precise 
Technology is allowing us to provide a product at an unprecedented speed, 

so the time-pressed consumer in the financial district really doesn’t have 

and ultimately gives the customer much more control about what they want for lunch. 
somebody who might not hear your order correctly. : 


meance 


SA The video mentions several positive and negative things about this type of 
restaurant. List the ones you can remember and any others you can think of. 


Positive Negative 
Fast, No human contact, 


B Would you like to eat at Eatsa? Why / Why not? 


5\1°© innovative product design 


Vocabulary Technological innovation 
Complete the summary with the words and phrases from the video. 


| automated choice customise disrupt innovation interact magical place swipe 


Anew way to eat 

Eatsa is using technological to? the cafeteria business 
Eatsa customers don't? with staff, but instead use a more 

approach to ordering food. First, they their credit card in a touch-screen 
device. Then they © their meal, Next, they”. their order, and 
it's ready in under two minutes. Customers love the ® «the speed and the 
*__ moments along the way. 


Describing innovative products 
7A Match the words (1-9) with the best definition (a-i). Use your dictionary if necessary. 


1 advanced a new, different and better than the things that came before 
2 stylish b attractive in a fashionable way 

3 innovative € canbe trusted to do what you need or expect 

4 dependable d easy to use or operate 

5 user-friendly using the most modern ideas, equipment and methods 

6 unique f thebest 

7 top-of the-range g carefully planned and made for a certain purpose 

8 classic fh theonly one ofits kind 

9 well-designed i attractive in a traditional way 

8 Work in pairs. For each adjective above, think of a product that you own or know 


about that fits the description. 


My sister's carisa classic design. 
Ballpoint pens are very well designed. = 


© Compare your ideas with another pair. 


Bp Teachers rciources 
extra activities =D page 116 See Pronunciation bank: Numbers of syllables in words 


D9 PROJECT: innovation in\business: 


8A Workin pairs. Think of a business you visit often - a supermarket, clothing 
shop, car mechanic’s, etc. Make a list of three to six things that happen 
when you go there. 
Carmechanic’s:| phone to make an appointment. | drive the car there. Ispeak 
with the mechanic and explain the problem. The mechanic repairs the car 
use my credit card and pay for the work 


8 Look at your list. Could any of the steps be done in a different way, perhaps 
using different technology? 
Instead of phoning, | could book my appointment on the internet. At that time, 
| could add a note about the problem with the car. The mechanic could pick up the 
car at my house. Instead of paying with my credit card, | could pay by bank transfer. 


© Work with another pair and explain your ideas to each other. Then, for each 
one, make a suggestion for an action to take, 
We should set up an online appointment system. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


5.2.» Product testing 


Lesson outcome 


Learners can use the Present Perfect with just, already and yet. 


Lead-in La when companies develop new products, they use Quality Assurance Testers. 
Which of these products would you enjoy testing? Which ones would you not 
want to evaluate? Why? 


cars cleaning products computergames make-up motorcycles 
musical instruments snackfoods sports clothes 


1'd love to test cars. love driving! 
I wouldn't enjoy testing musical instruments because | can’t play one, 


B Think of three or four products to add to the list. 
2 What do you think is a) the worst and b) the best part of being a product tester? 
Why? Think about testing similar products over and over, testing products you 
don’t like, whether or not you would have to pay for the products. 
Reading 3 Read the article and answer the questions. 


1 What type of product testing is it about? 
2 What good and bad points of the job does the article mention? 


‘People think | play video games all day, but that isn’t what | do; 
Hy a Gea. O ae eerie in 
y qi nickname ~ TestPilot. ‘As a tester, 've never really played the 
yy, 5 {games - not in a normal way. | try to find problems with them, 

y In prod uct d evelopment s For example, I've done a lot of phe ‘testing’ where you make 
every character in a fighting game go against every other 
character, looking for issues with the game's function, or with 
the art and design. Its fun, but its also hard work’ TestPilot adds 
that he also does a lot of administrative work. ‘Today, Ive 

+» already spent two hours in meetings. And I've just spent an hour 
writing emails. | haven't even looked at a video game yet today’ 


TestPilot has worked as a Quality Assurance Tester in the video 
{games industry for about six years. Before that, he studied 
‘economics and politics at university. ‘Ive always enjoyed 

1s gaming, but | never expected to get ajob in the industry’ After 
finishing his degree, TestPilot looked for office jobs. Then a 
friend mentioned the games-testing job. For a laugh, | attended 
‘a group job interview, and they selected me. It was total 
surprise! At first, his parents often asked, ‘Have you found a real 

» job yet?’ But when they realised he was happy and could afford 
to pay his bills, they stopped asking. 


TestPilot has worked for three companies. After three years in 
my first job, I left that company for a position with better pay! 
But then two years later, that firm went out of business and 

25 TestPilot moved on. ‘I've been with my current company for a 
year. They've just made me Quality Assurance Manager, so | feel 
happy about that. To be honest, the money isnt great, but its 
‘enough. I've already had two pay increases, and | haven't 
become bored with it yet, and | don't expect to. So | guess this is 

my career, now!” 


The biggest problem, says TestPilot, is that he doesn't often play 
‘games for fun these days. It's too much like work.’ 


& Read the article again. The statements below are incorrect. Underline the 
information in the article that shows the correct information. 


1. TestPilot spends most of his time playing video games. 

2. Being a video game Quality Assurance Tester is the easiest job in the world. 
3. TestPilot has just started working as a video games tester. 

4 Asa child, he dreamt of working asa games tester. 

5 TestPilot’s employer has never promoted him, 

6 After work, he relaxes by playing video games, 


SA In your opinion, what are the pros and cons of TestPilot’s job? Write a list. 
ipatherSrespinces Then decide if you would like to do the job or not. 
Ue B Work in pairs and compare your answers. Did you list the same pros and cons? 


Grammar _ Present Perfect Simple with just, already and yet 


Read the sentences from the article and answer the questions. 

‘a Today, I've already spent two hours in meetings, 

b 'vejust spent an hour writing emails. 

¢_Ihaven't even looked at a video game yet today. 

d_ They've just made me Quality Assurance Manager, so | feel happy about that. 
e ['vealready had two pay increases. 

f thaven’t become bored with it yet, and | don’t expect to. 

Which two sentences 

1. describe things that have happened very recently? 
describe things that have not been done or have not happened? 
describe things that happened some time in the past, without saying specifically when? 


Choose the correct option in italics to complete the sentences. 

I've tested already / already tested three types of cleaning product today. 
We can ignore this bill because we've just paid it /paid it yet. 

‘need to talk to Jim today, but | haven't seen him yet / already. 

She's just / yet finished writing her test report. 

I've been here for six months, and | haven't had a pay increase already / yet. 
Has he started his new job already? / Already has he started his new job? 


Complete these sentences so they're true for you. 

Today, | haven't yet. 
This week, Ive already 
3 Ivejust 


ve DW anewnnN un 


Teacher's resources: =D page 122 See Grammar reference: Present Perfect Simple with just, already and yet 
bap ladles > page 116 See Pronunciation bank: Contrastive stress 


Speaking 9A Lookat the list of activities that people do in a typical day at work. Add three 
or four ideas of your own. 


‘make phone calls, write emails, go to meetings 
8 Write five questions using your ideas to find out what your partner has done 
today. Use the Present Perfect Simple. 
Have you made a phone call yet? Have you written any emails yet? 
© Take turns to ask and answer questions. 
‘A: Have you made a phone call yet? B: No, nat yet. But I've had three meetings already. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(| need more practice) to 5 (1 know this well. 
+ Goto My elf-assessment in MyEnglishLab to reflect on what you have learnt. 


>52¢ 


Lead-in 


Go to MyEnglishLab for 
extra video activities. 


Option A 5.32 
Options 53.3 
Reflection 


Leamers are aware of different approaches to giving information, and can 
use a range of questions to ask for different kinds of information, 


Read this comment. In pairs, discuss whether you agree with it and why. 
“Questions are the key to success in business.’ 
Think about meetings or discussions you have in your work or course of study 
and discuss these questions. 

1 Do you ask lots of questions or do you simply listen and take notes? Why? 

2. Whyisit important to ask questions? 


1153. Watch as Beata prepares for her conference call with Daniel and Clarice. 
Note down what Beata says about: 

1 Mateo. 

2 the conference call with Daniel and Clarice. 


What do you think will happen during the conference call? 


In small groups, discuss which is the best approach (Option A or B) for Beata to 
take as she participates in her conference call with Daniel and Clarice. As a class, 
decide which video to watch first. 


Option A~ Beata tells Daniel and Clarice everything that has happened, including 
minor and unimportant details 


Option B - Beata gives Daniel and Clarice an overview. 

Watch the videos in the sequence the class has decided and answer the same 
questions for each video. 

What information did Beata give Daniel and Clarice about the meeting with Mateo? 
How did Daniel try to get more information / the right information from Beata? 

Did Daniel get the information he needed? 

How did Beata feel at the end of the conference call? 


awn 


In pairs, discuss the pros and cons of Beata’s approach in each option. 


53.4 Watch the Conclusions section of the video and note down the points 
speaker makes about managing information and asking questions. 


Think about the following questions. Then work in pairs and discuss your answers, 
1. What kind of questions do you typically ask in discussion at work or in your studies? 
2. How can you make sure you take part in discussions in English successfully? 


5.3 >| Communication skills: Managing information 


Functional Asking open and closed questions 


language Match the beginnings (1-5) with the endings (a-e) to form sentences from 
the video. 
1 Tellus about want us to change, exactly? 
2. Why did they b thecolour? 
3 Canwe change © ever met him? 
4 Whatdoes Mateo d_ your meeting with Mateo. 
5 Have you spend so much time on this? 
a ‘Canwe change the Read the questions on the left. Which question: 
colour of the product?” 1 can be answered with Yes or No? 
2 invites the other person to give his/her opinion and provide more details? 
b eyet © you bi 3 isan open question? 
about changing the F 
colour of the product” SL cine esi 
Match the questions from Exercise 7A to the categories in the table. 
Encouraging someone to speak | Asking for confirmation | Asking fo information ] 
Clarice, what do you think? | sitpossibte to change the packaging What do you mean, a problem with the | 
Tellus about the rest of the discussion. design? design af the packaging ? 
Can you get back to us by Monday? What's wrong with the colour? 
How long willit take you to confirm this? 
— — ad 
Teacher's resources: Work in pairs. Write a response for each question in Exercise 7A. Then practise 
extra activities asking and answering the questions. 


Work in pairs, You have both been practising a presentation for an important 
meeting or assignment. You have agreed to give each other feedback on your 
presentation skills. You have watched the presentation and made some notes. 
Read your notes. Student A: Turn to page 136. Student B: Turn to page 133. 


Prepare questions to ask about your own presentation skills. Use the 
questions in Exercises 7 and 8 to help you. Ask about: 
the content of the presentation. 

the length of the presentation. 

theslides. 


your delivery (haw clearly you spoke, if you spoke slowly 
or quickly, your pronunciation) 


5. your body language. 


Pune 


ft 


Take turns to ask your partner questions about 
your presentation skills. Ask for clarification if 
you don’t understand your partner’s feedback. 


Think about the questions you used to ask 
for feedback. Discuss what went well, what 
didn’t go well and how you can improve 
next time. 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 


from 0 (I need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Listening 


Leamers are able to use a range of expressions to describe the features 
and benefits of a product. 


Think about a product you bought recently, e.g. a mobile phone, a games console. 
Work in small groups and discuss the questions. 


1. Why did you want to buy this product? 
2. Did you research similar products first? Why / Why not? 


Why did you finally choose this product? 


Read these comments from marketing experts, Then complete the definitions 
below using the words in the box 


‘People don't buy oranges because they are round." 


‘People buy benefits, not features.’ 


| benefits features 


1 are general information about a product, e.g, what it does, its dimensions, etc. 
2 are what a product can do for the buyer, e.g. solve a problem. 


425.01 Listen to two Sales Representatives, Kendra and Paolo, describing the 
new ZX3 Hot-Seat during a product launch. Which speaker talks mainly about 
features and which speaker talks mainly about benefits? 


Work in pairs and discuss the questions. 


1 What type of chair is the 2X3 Hot Seat? 
2 Who do you think might buy the 2x3 Hot-Seat, and why? 


5.02 Listen to Kendra’s presentation again and complete the product 
specifications for the ZX3 Hot-Seat. 


ZX3Hot-Seat Product Specifications 


Dimensions: mm «480 mm 
[Weight: —— | 
Colours} and. | 
Materials: ip memory foam 
| water-resistant nylon mesh 
_____sheavy-duty rubber 


45.03 Listen to Paolo’s presentation again and tick (V) the benefits you hear. 


1 comfortable] 3 easytoclean(] 5 lightweight 1] 7 easytocary 1) 
2 stylish O 4 practical C] 6 cheap [] 8 mobile-compatible [ 


5.4 >| Business skills: Setting a product 


Functional Describing features and benefits 


language 4p complete Kendra's description ofthe retractable arm feature using the verbs 
inthe box. 


comesin comeswith madeof measures weighs 


‘As you can see, (the ZX3 Hot-Seat] * retractable arms to provide maximum 
comfort. Each arm? 300 by 125 mm,* 45 gist 
lightweight plasticands__ black or grey. 


Complete Paolo’s description of the product’s benefits using the phrases in the box. 


Tip allowyouto letsyou makeiteasierto meansthatyoucan soit’seasier to 


‘To describe how products are ‘Well, the 2X3 Hot-Seat is the solution. For example, its heated seat combine 
i ee ee ey ‘ the excitement of the stadium with the comfort of home. For added comfort, there are 
lorena ct ane nS. optional arm-rests which 2 sit back and relax as you watch the game, while 
Bis desianed for siting cutie) the plasticcup-holder?______enjoy your favourite drink at the same time. The 
HotSeat has a washable cove clean, plus the lightweight seat with 
handles andstraps*___carry. 


SSE 


‘Work in pairs. Match the products/services (A~C) with the features (1-6) and 
benefits (a-f). 

Product Features Benefits 

military-style additional side pockets place for your student/work ID or keys 
rucksack free home-delivery ability to post photos on social media 
smart phone service atany time 

newly opened 5G internet connection save money 

supermarket washable fabric no need to interrupt your busy 


weekly discounts on schedule (to go shopping) 
fresh products no need to carry two phones 
dual sim easy tokeep clean 


It's for...; It has..., which means you can... It comes with .., which allows you to... 


Teacher's resources: Practise describing the usage, features and benefits of these products/services, 
extra activities Use the phrases in Exercise 4. 


GA Work in pairs. Your team at your place of work or college wants to buy anew 
printer. You have been asked to research the new printer and report back 
informally to the rest of the team. Follow these steps. 

1 Turn to page 131 and choose a printer. 
2. Read about the printer’s features and decide on the benefits. 


3 Prepare your presentation. Decide who will talk about the features and who will 
talk about the benefits. (You can include a presentation slide if you wish.) 


5B Work with another pair. Take turns to give your presentations using 
phrases from Exercise 4 to describe the features and benefits. 
When you are listening, note down one or two questions to ask at 
the end of the presentation. Decide which printer you will buy. 


© Asagroup, discuss what went well and what didn’t go so welt 
and how you could improve in the future. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (| need more practice) to (| know this well) 


SOUS ESMTUAR cota My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


< UDO > 


WRITING 
Product review 


TST) Learners can writea product review. 


Lead-in LA Read the product review and complete it with one word in each gap. 


| GKKFONE 2 | Rating: #4. | RRP:£72.00 


| chose this phone because the adverts said it performed’__well as its more 

expensive competitors. For the price, itis pretty good value for money.*__ 

Practical strong packaging the phone came in also included a screen protector and cover, 
saved me having to buy them. The extremely attractive silver phone 

has a large clear screen, making it very easy‘_use. It's not quite as fast 

‘as some major competitors, but it offers a fairly good performance, | was impressed 

5___ the tong-lasting lightweight battery and, although other reviewers 

said the battery stopped charging after a month, mine charges perfectly. 


The main downside * the new fingerprint ID system, which doesn't always 
work first time, Another problem is the camera, which sometimes freezes, so | have to turn 
the phone” and on to get it to work, However, the picture quality is great, 


s you want a phone to rival the more expensive brands, | recommend 
the GKKFONE 2. 


8 Work in pairs and check your answers. 


Functional 2 Complete the table with the words in the box. 


language 
guag another chose decided downside impressed included 
most particularly problem said thing worst 
Introduction Good points Bad points 
iD thisphone | The packaging also The main? isthe 
because... a screen protector and cover. new fingerprint ID system. 
‘We bought the phone... 5 good thingisthat | Another ® isthe 
eee The adverts? it | the phone has fairly large clear | camera, 
B= Tea aaa [ae oe 
The review contains ia a 'was‘__by was 
iu examples of the order of ____tobuythis |)? ike d the The®___thing about. 
adjectives before nouns. phone because .. What liked ® was... | the phone 
Go to MyEnglishLab for 
optional grammar work. 


=D page 122 See Grammar reference: Order of adjectives before nouns 


3A Workin pairs. Turn to page 129 and read the online product review. Discuss how you 
could improve it, then write your improved review. 


8 Write a review of a product you have recently bought. Say what it does, what you 
think is good about it and what is not so good and give any recommendations. Write 
around 150 words. / 


© Exchange reviews with a partner. In what vars are your reviews the same? How many 
phrases from the functional language box did your partner use? Did your partner use 
different phrases from you? 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0(\ need more practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


Safety and security 


> Wedon'tse 
stment 
‘ast to 


overview 


Unit 
G5. Safety at work 
Lesson outcome: Learners can use vocabulary related to 
health and safety at work 
6.2 
Lesson outcome: Learners can use a range of modal verbs to 


talk about prohibition, obligation and no obligation in the past 
and present. 


A Being securty-conscious 
Communication skills: Dealing with disagreement 


Lesson outcome: Learners can use a range of expressions to 
discuss rules and requirements and explain theic position. 


Business skills: Dealing with conflict 
Lesson outcome: Learners can suggest a resolution toa 
conflictin a simple negotiation using a range of expressions. 


Writing: instructions and warnings 


Lesson outcome: Learners can write simple guidelines about 
whatto doin diferent situations 


Business workshop 6: p.98 | Review 6: 


109 | Pronunciation: 6.2 Phrasing and pausing 6.4 Stress in phrases p.116 


Video: Health and safety at a company, 
Vocabulary: Health and safety 
Project: Accident questionnaire 


Listening: Security measures in the workplace 
Grammar: Modal verbs of prohibition, obligation and no obligation 
Writing: Email about new security measures 


Video: Dealing with disagreement. 
Functional language: Explaining rules and requirements 
Task: Convincing someone of your arguments 


Listening: Discussion about a problem at work 
Functional language: Resolving a conflict 
‘Task: Resolving a conflict 


Model text: Instructions on using equipment 
Functional language: Instructions and warnings 
Grammar: Linking words for ime 
Task: Guidelines for company staff 


Grammar reference: p.123 


>57€ 


(Cl > ) Safety at work 


Lesson outcome Learners can use vocabulary related to health and safety at work. 


Lead-in 1A Workin groups. Do this quick quiz to find out how much you know about 
international safety symbols, Match 1-5 with a-e. 


International safety symbols 


Fir E\\ 
ay NX ot} 


1. Square or rectangular red signs indicate 
2. Square or rectangular green signs typically indicate _b_ that wearing a certain type of protective equipment is obligatory. 


3. Circular red signs with a diagonal line indicate € there isa possible risk and you should be careful. 
4. Circular blue signs typically indicate where to find firefighting equipment. 
5 Triangular yellow signs indicate © emergency procedures or an emergency location. 


& Which safety symbols have you noticed in the place where you work or study? 


VIDEO 2A Youare going to watch a video about health and safety at a company. Look at 
the two images from the video. Can you predict what the company does? 


8 [61.1 Watch the video and check your predictions. 


3 Watch the video again and correct the factual error in each sentence. 
1 O'Donovan Waste Disposal is based in Manchester. 

2 Paul Nealis the company’s Factory Supervisor. 

3 The company collects waste and burns it. 

4 Protecting the environment is a priority for the company. 

5. Inorder to protect cyclists, vehicles are smaller so the driver can see more. 

6 The company has also put alarms and electronic sensors on vehicles. 

7 The police can view the images from truck cameras if there are problems. 

8 Senior staff at the recycling centre are given protective clothing and training, 
9 Whenever there is an accident, it is recorded in a database and investigated. 


& Work in pairs or groups. Discuss these questions. 
1 How do you think being safer would benefit a company? 
2. Whois responsible for health and safety where you work or study? What does their 
role involve? 
Teacher's resources: 3. What health and safety training do people receive in your organisation? How satisfied 
extra activities with the training are you? 


>58¢ 


61 0) Safety at work 


Vocabulary Health and safety 


5 Work in pairs. Match the verb and noun collocations from the video. 
What does each verb mean in the context? 


1 fit a arisk of injury 
2 handle bb side guards / cameras and sensors 

3 pose € training programmes 

4 issue (someone with) danaccident /incident 

5 hold € clothing / personal safety equipment 
6 record f waste materials /sharp debris 


GA Label items 1-7 in the photo with the words for personal safety clothing 
and equipment. 


cut-resistant gloves eardefenders facemask goggles hardhat | 


Tek high-visibility clothing steel toe-cap boots | 


& Have you ever had to wear any personal safety clothing and equipment? 


7A Check the meaning of these verbs related to accidents. 


bleed break cut damage drop fall hit hurt injure slip 


B Choose the correct option in italics to complete these sentences from a company’s 
accident book. 


1 The cleaner dropped / fell a heavy box on his foot and bled / broke three toes. 
2 The kitchen assistant broke / cut his finger with a sharp knife and it bled / injured a lot. 


3 When the technician dropped / slipped and felt / hit on the wet floor, she hurt / slipped 
her knees. 


4 He badly hit / damaged his back when moving heavy waste in the warehouse. 
5 The admin assistant fell/hit her head on the open cupboard door. 

6 He injured / slipped his neck when he crashed his car into the wall. 
8 


Teacher's resources: 
entra activities Why / Why not? 


Have you ever had any first aid training? Would you like to be a first aider? 


Dy PROJECT: Accident questionnaire 


9A Work in groups of four or more. Look ‘none of us has ever broken & bone. 
at the results of a survey and check of us has had first aid tains. 
the vocabulary. us sus have had an accent 20 

5 Askeach other questions based onthe Fivee of us have «scar fr0m 6 HT: 
survey. Makenotes about the group's Tye had sports nares 


accidents and injuries. 


Have you ever broken a bone? How did it 
happen? Where did it happen? When was it? 


C Prepare the results of your group's accident 
survey. Use the survey in Exercise 9A to help you. 


D Present your findings to another group. Which 
group has had most accidents? What are the 
most common accidents and injuries people 
mentioned? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(\ need more practice) to 5(\ know this well) 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


6.2> Being security-conscious 


Learners can use a range of modal verbs to talk about prohibition, 
obligation and no obligation in the past and present. 


Lesson outcome 


Lead-in 14 what do you know about these typical security measures? Match some of them 
with the photos. 


card-operated lft CCTV. fingerprintscanner ID badge metal detector 
security doors securityguard security tags x-raymachine 


B What examples of security measures do you see in your everyday life? Where? 
How do you feel about these measures? Why? 


Listening 2 4601 Listen to three people talking about security measures in the workplace. 
Which speaker has the most security measures at work? Which one has the least? 


Aisha 
3 Listen to the three speakers again and choose the correct option. 
1 Jenn says that the guests use theirroomkey 4 ‘Hesaysthat 

cardto staff and students don’t take 

‘a get inand out of the hotel lifts precautions. 

b goup and down in the lift. b the security cameras are not 

© get access to the stairs very useful, 

2. She mentions that quests sometimes ¢ there have been some problems 

complain because with crime. 

athe system to operate the lifts is 5. Aisha feels that the office regulations 
complicated. a were stricter in the past. 

b they have problems opening their room b have become much stricter. 
doors, ¢ haven't changed much over 

€ they have restricted access to other floors. the years. 

3 Paul feels that the receptionist 6 Which use of her IO badge doesn't 

a can't control access very well. she mention? 

b isnot responsible for answering the phones. a recording her work time 

¢ doesnot have enough work to keep b getting through doors 
her busy. © operating office equipment 

Discuss the questions. 


Which of the workplace(s) mentioned do you think needs to improve security? Why? How? 
What low-tech and hi-tech security measures were mentioned? Can you think of any others? 
How could companies use radio frequency ID cards to follow their staff's movements? 


wn & 


Teacher's resources: 


extra activities What do you think about companies checking on employees in this way? 


Grammar Modal verbs of prohibition, obligation and no obligation 


SA 46.02 Complete these phrases from the recording. Listen and check. 
1 Guests Use their room key card in the lifts. 

You__take the lft 

She answer the phones. 

You___bring in any pen drives. 

Inthe past you wear your photo ID, 

Your badge be visible on you at all times. 

Which word or words above express the idea that: 

this isn’t allowed or permitted? 

itis necessary to do this? 

itis not necessary to do this?. 

itwas not necessary to do this in the past? 


anee BD aneun 


D> page 123 See Grammar reference: Modal verbs of prohibition, obligation and no obligation 


G Look at the groups of sentences. Do all three in each group mean the same or do 
they have different meanings? Write S (same) or D (different), 


1 a Youmust switch off your mobile. 3 a Doweneed to wear these visitor 
b You have to switch off your mobile. ID badges? 
c You need to switch off your mobile. b Dowe have to wear these visitor 
2 a Wemustn’tuse personal email \Dbadges? 
accounts for work € Must we wear these visitor ID badges? 
b We don't have touse personalemail 4 @ They didn't have to use CCTV here. 
accounts for work, b They musta’t use CCTV here. 
€ Wedon't need to use personalemail © ¢ They didn’tneed to use CCTV here. 
accounts for work, 


7 Complete the article about shop security measures with the correct positive or 
negative modal verb form. More than one modal verb may be possible. 


Shop security Retail theft, also known as shoplifting, is a major problem for shops. In the past, prevention 
measures were more personal and low-tech. Shopkeepers and employees watch 
Past and present customers closely and the security system? be any more sophisticated than that. 
In todays competitive reall industry, security systems*_be more subtle and cost 
effective, However, they * bbe so aggressive that it makes potential customers fee! 
uncomfortable and loses the shop sales. Theft-prevention®______stop thieves but 
‘ frighten real shoppers. 
With radio frequency 1D chips it is now possible to follow items and send instant alert to security 
guards when these are moving towards the door. The retailer also” accept that theft 
is sometimes committed by staff. The solution * be expensive or frightening for 


Teacher's resources: . — - 
eisai ‘employees, Staff lockers with glass doors is one simple option. 


D page 116 See Pronunciation bank: Phrasing and pausing 


Writing 8A Imagine you are responsible for security in your organisation and want to 
introduce a new security measure. Write an email to everyone in the organisation. 
Write around 80 words. Include the following: 
+ Say what the security measure is (e.g, ID badges, security guards, etc.) 
+ Say why the measure is being introduced, 
+ Tell them about any prohibitions and obligations. Use modal verbs from this lesson, 


'B Read each other's emails and find out who introduced the strictest measures. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(| need more practice) to 5 (I know this well) 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


COMMUNICATION SKILLS 
6.3> 


Dealing with disagreement 


Lessonioutcome Leamers can use a range of expressions to discuss rules and requirements 
and explain their position. 


Lead-in 1A Workin pairs and discuss the statement about speaking with confidence. 
Do you agree or disagree? 


‘You're either confident or you're not. It’s not something you can learn.’ 


5 How can you seem more confident in your own language? Think about how you 
speak, and about your body language. 


VIDEO = 2 i531 Watch the video as Beata reflects on her upcoming meeting with Mateo. 
‘Answer the questions. 


How does Beata feel about the meeting with Mateo? 
Why does she feel lke this? 

What outcome for the meeting does Beata want? 

‘What do you think will happen during the meeting? Why? 


pune 


3A In small groups, discuss which is the best approach (Option A or B) for Beata to take 
in the meeting with Mateo. As a class, decide which video to watch first. 


Goto MyEnglishLab for Option A ~ Beata decides to focus on maintaining a good business relationship with Mateo. 
extra video activities. > 
Option B ~ Beata decides to focus on achieving her business objective. 


B Watch the videos in the sequence the class has decided and answer the same 
questions for each video. 


Option A [963.2 1 Howshould the Diabsensor be stored? 

Option B 63.3 2 How does Mateo suggest storing the product? 
3. How does Beata respond to Mateo's objections? 
4 Whatis the outcome of the meeting? 
5 How does Beata feel at the end of the meeting? 


4 which option has the most postive outcome for Evromed? Discuss in pairs and 
agree what you can learn from Beata’s experience. 


5 Gie34 Watch the Conclusions section of the video and note down the points 
the speaker makes about explaining rules and requirements. 


Reflection — G Think about the following questions. Then discuss your answers with a partner. 
1. In general, how confident do you feel speaking English? 
2 How confident would you feel participating in a difficult conversation in English? 
3 Have you ever had a difficult conversation in English? How confident did you feel? 


6.3 D! Communication skills: Dealing with disagreement 


Functional Explaining rules and requirements 
language 7 ysethe phrases (a-i) to complete the sentences from the video in the table. 


a it'saquestion of ——d_ My positions g needs storing at 
b Junderstandthat —_e_It’s great that you fh don't need to worry about 
© Wecan't...unless  f Wereallyappreciateall i mustbe refrigerated 
‘A Explaining | Letmegetthisstraight. The Diabsensor'_______around 5°C? 
aie (The product]* , otherwise it’s unsafe, 
You? {all those EU rules). 
B Stating your | As/ explained, « safety, 
position 5 clear. 
“ go ahead with the delivery thenecessary 
storage measures are in place. 
C Maintaining =| ?__—_the work you're doing, 
as Ga : have already done so much [to promote the product]. 


this is dificult for you. 


B Match the sentences to the correct category (A-C) in Exercise 7A. 


1 Either you [find a compromise / review the production costs) or | can't [approve the 
delivery / sign off on the budget). _ 

2. The Diabsensor has to be stored at around 5°C._ 

i'm sure we want [the same outcome / to reach a compromise)._ 

4 l'mnot comfortable agreeing to (the delivery] without the [correct storage / safety} 
‘measures in place. 

5. I can see you've already done alot {to help promote the product / establish an efficient 


Communication tip workilowl.___ 
Dee & in pairs, practise responding to these colleagues, using the prompts. 
Aponte! seationye. ‘Student A: Go to page 134 and respond to a colleague saying: 
Veponing ues, “You said the report needed to be finished by the end of this week. However, it’s more 
complex than I thought. | really need another two days to complete it, if possible’ 
fea Wiesaatas Student B: Go to page 138 and respond to a colleague saying: 
extra activities “Could you confirm my holiday request, please? Id like to buy my tickets to Sydney. 


9A Work in groups of three. Choose one of the scenarios below 
and decide who will take the roles of employee/student, 
supervisor/tutor, and observer. 


& Turn to page 133 and read the pros and cons of each scenario. 
Student A (employee/student) and Student B (supervisor/tutor): 
Write 1-2 more pros and cons for your role, then prepare your 
arguments. Student C (observer): Look at your instructions on page 131. 
Scenarios 
1 An employee wants to work from home one day a week. 

2 Anemployee has asked for time off to take an advanced course in computer skils. 


Roleplay your meetings and try to convince your partner of your arguments. 
Maintain a good relationship with your partner. 


D When you have finished, listen to the observer's feedback. Discuss what went well, 
what didn’t go well and how you can improve next time. 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 


from 0 (I need more practice) to 5 (know this well) 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


6 4> BUSINESS SKILLS 
Dealing with conflict 
Lesson outcome Learners can suggest a resolution to a conflict in a simple negotiation using 


‘a range of expressions. 


Lead-in 1A Workin pairs. Look at some of the reasons for possible conflict in a team. 
Have you experienced any of these at your work or place of study? 


$@ LOVE THIS SPACE & 


WASH UP 


Tick (V) the statement(s) you agree with and explain your choices to 
your partner. 

‘avoid conflict where possible. 

1am very bad at dealing with conflict. 

am usually able to remain calm during a conflict. 

I believe conflict can sometimes be positive. 

In small groups, think of 3-4 pieces of advice for two people trying to 
resolve a conflict. 

Don't use an aggressive tone of voice. 


Listening 2A 49603 Tony and Alex are discussing a problem at work. Listen to Part 1. 
Which situation in Exercise 1A is the cause of the conflict? 


Correct the false statements. Then listen again and check. 
The 2X390 is faulty. 

Tony's apprentices are responsible for cleaning the workshop. 

The cleaner is currently on holiday. 

Tony and Alex are worried about completing the Japanese order on time. 

Alex understands Tony's concerns and those of the management team, 

In pairs, discuss how Alex and Tony could resolve this conflict. Compare your 
ideas with the rest of the group. 

2604 Listen to Part 2 and answer the questions. 

‘What practical solution does Alex suggest to help resolve the problem? 

How does Tony react to the suggestion? 

‘Are Alex and Tony able to resolve the conflict? 

What three things does Alex say will happen next? 


6.4 >| Business skills: Dealing with conflict 


Functional Resolving a conflict 


language 3p complete the sentences from the conversation with the wordsin the box. 


appreciate both check come difficult happy proceed saying 
see suggestion understand 


I it's for you, Tony, 
1 what youre , Alex, but what's the solution? 
Itotally agree. can itfrom. sides. 
So how do we 
I think we need to, toa compromise. 
My. is to supply your team with slip-resistant footwear. 
Can |just_____you're__with this idea before | speak to the 
management team? 
Match the sentences in Exercise 3A with the correct category (a-d). One sentence 
falls into two categories. 
Empathising (showing understanding) 
Asking for suggestions 
Making suggestions 
Checking someone agrees 
Here are more phrases to resolve a conflict. Match them with the correct 
category in Exercise 3B (a-d). 
I can see how annoying itis for you. 
Why don’t you try discussing it with him first? 
Can we come to an agreement on this? 
Itmight be a good idea to think about all the details. 
know how you feel. 
Do you agree? 
What do you suggest? 
qadeN enue How would you deal with the problem? 
extra activities =D page 116 See Pronunciation bank: Stress in phrases 


4A Work in pairs and read the scenario. You are going to practise 
resolving the conflict. 
Scenario 
Several colleagues have complained about a new intern using his/her 
mobile phone in the office. The intern’s supervisor has agreed to meet the 
intern and one of the colleagues to resolve the situation. 


Decide who will be the supervisor and who will be the intern. 

Read your role cards. Supervisors: Turn to page 132, Interns: Turn to 
page 134, Review the phrases in Exercise 3. Prepare your arguments 
and plan how you could resolve the conflict. 


When you are ready, roleplay the conversation between the supervisor 
and the intern. Make sure you show understanding, and ask for and 
make suggestions. At the end, check that your partner agrees, and 
review the situation. 


Reflect on what went well, what didn’t go well and how you could improve 
next time. Change roles and start again or choose another scenario from 
Exercise 1A. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (1 know this well) 


SOCESSELCIS «oto my Self-assessment in MyEngishLab to reflect on what you have learnt. 


WRITING «Oooo > 
Instructions and warnings 


Lesson outcome Leamers can write simple guidelines about what to do in different situations. 


‘LA Complete the guidelines with the verbs in the box. 


be follow make put remove report touch watch 


USING EQUIPMENT - general instructions & warnings 


DOs v' ‘on protective clothing supplied before entering the room. 


ae the manufacturer's instructions and guides for the equipment. 
ve sure you put everything away in its correct place after using it. 
ve any problems with equipment as soon as you natice them. 
DON'Ts * Don't*___faulty or damaged equipment. 
X Don't*___ protective guards from the equipment. 
[ARNINGS out for clothes or jewellery that can get caught in the equipment. 
& *____ careful not to distract people while they are working on the equipment. 


8 Work in pairs and compare your answers. 


Functional 2 Label the instructions Do (D), Don’t (01) or Warning (W). 
language 1 Nooneispermitted to enter without protective clothing. 


2. You must wear your ID badge at all times. 
3. Beware of trip hazards. 
Bp tetera: 4 Make sue you switch the machine oft 
D extra activities 5 Don't forget to clean the machine every day. 
D> The guidelines contain 6 Put signs out when the floor is wet. | 
esd tcl 7 You are not allowed to eat or drink near the machines. 
8 Be careful of forklift trucks 


‘MyEnglishLab for optional 


PETE DE =D page 123 See Grammar reference: Linking words for time 


3A Workin pairs, AandB. 
Student A: Turn to page 132 and look at the information about lifting heavy loads. 
Student B: Turn to page 134 and look at the information about what to do ina fire 
Inyour pairs, create guidelines for staff under the following headings: 
‘A: Before lifting, Lifting, Putting down, Never 
B: You must, If you find a fire, How to escape, if you cannot leave office, Never 


8 Write the guidelines giving company staff instructions in around 120 words. 


 Innew pairs, one A and one B, exchange guidelines. Decide how clear the 
instructions are and give each other feedback on the strong points and suggest 
changes where necessary. 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice) to 5 (I know this well). 
+ Goto My self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


Airline customer service 


Lesson outcome: Leamers can use vocabulary related to 
customer service, 


Hanging on the telephone 


Lesson outcome: Learmers can use arange of verbs taking 
tc-infinitive or ing. 


Communication skills: Responding to customer concerns 


‘Lesson outcome: Learners can use a range of expressions to 
‘manage customer relationships and support a colleague. 


Business skills: Generating and presenting ideas 


Lesson outcome: Learners can use a range of expressions to 
generate and presentideas, 


Writing: External ‘thank you' email 
‘Lesson outcome: Learners can write an email expressing thanks. 


Business workshop 7: p.100 | Review7: p.110 | Pronunciation: 7.2 Unstressed syllables at the end of a sentence 


Video: Customer service in the airline industry 
Vocabulary: Customer service 
Project: Design a premium service 


Listening: Complaint abouta service 
‘Grammar: Verb +to-ininitive or sing 
Writing: A complaint on a company forum 


Video: Solving customer problems 
Functional language: Responding to customer concerns 
Task: Deal with customer complaints 


Listening: Training day on customer service 
Functional language: Discussing and presenting ideas 
Task: Generate and present ideas 


Model text: A thank you" email 
Functional language: Opening, giving details and closing 
a'thank you’ email 

Grammar: some (of), any all (of, mast (of), no, none (of) 
Task: A ‘thank you" email 


7.4 Introducing atopic p.117 


Grammar reference: p.124 


>67¢ 


A 


body _business-/first- 


priority VIP 


Lead-in 


Teacher's resources: 
extra activities 


’) Airline customer service 


Learners can use vocabulary related to customer service. 


‘L Work in groups. Discuss what represents good customer service for you. Think 
about these businesses and other services you know. Use some of the phrases in 
the box below. 


airline bank hotel internet provider onlineretailer restaurant shop 


it'seasy tofind what want Itrustthem _it'seasy to get solutions to problems 
the staff are competentfficientfriendly/experienced/polite/well-trained 
thequalityishigh  theserviceisfast the payment systems clear and easy 


2 E711 Watch the video and put these items in the order they are mentioned. 
a training airline ground staff research into customer needs 

b aspecialmealoffered by oneairline _e thephilosophy of one low-cost airline 
 airtravel in the past 


3 Watch the first part of the video again (00:00 to 02:23). Complete the summary 
notes about low-cost airlines with one or two words you hear. 
Today the airline industry gives passengers a choice of different levels of customer 
service. Ryanair is a pioneer of low-cost flight. Ifyou don'twantto*_ 
you'll pay for priority boarding and any other? Journalist Siobhan 
Creaton says that you get a cheap flight and they get you there safely and usually 
, but the airline is not going to put you in* if your flight is 
aye Low-cost airline Easyjet gives staff* in which they roleplay typical 
with dissatisfied passengers. 


& Watch the second part of the video (02:24 to 04:12) again. Underline and correct 
the six factual errors in the summary notes about the premium service. 
In the premium service segment, airlines remove little extras that passengers ask least 
for. For example, United Airlines attracts business-class and first-class passengers with 
its faster queue to check in. The company’s CEO says that their research showed that 
2 good food service was most important for passengers. British Airways distinguishes 
its first-class service through an elaborate ritual on board: the British breakfast. For 
airlines, things like a big lunch and comfortable bed are ways to make passengers feel 
‘more important and better cared for, 


5 Work in pairs or groups. Discuss these questions. 

1. What pros and cons of the two types of airline did the video mention? 

2 Which of these would you be prepared to pay more for? Can you add to the list? 

+ extraluggage allowance + qualityfoodservice + hotel roomif your flight 
+ more comfortable seat + mo queuing to board isdelayed 


Vocabulary Customer service 


exclusive premium 
‘no-frills’ personal 


attention boarding class 
features flight language 
service treatment 


GA Match words from boxes A and B to make common adjective and noun 
collocations from the video. 

Write a collocation from Exercise 6A next to each meaning. 

very high-quality service 

things only available to particular people 

higher standard of seats, food, etc. available on a train, aircraft, etc. 

given special care and respect 

getting on the plane earlier than other passengers 

giving an individual person special care 


anrwenn 


7.1 © Airline customer service 


7 Complete the table with the correct word forms. 


Discuss the questions. 
Do you ever get anxious about flying? What do you do to calm down? 
Have you recently been dissatisfied with a product or service? What and why? 


Teacher's resources: 
extra activities 


Verb Noun Adjective 
anniety es 
apologise 2S apotogetic/unapotogetic 
assistance 
complain i$ 
confidence SSS aaa 
a demand demanding/undemanding 
empathise 7 ‘empathetic 
__| handling 
help help D 
request D 
satisfy satisfaction 2 
s 
™ upset upset 
8 Complete the sentences with the correct prepositions. 
1. The passengers were getting anxious. tong queues at check-in. 
2 Theairline apologised passengers. the delay. 
3 The cabin crew are available to offer assistance. Passengers. 
4 \complained the airline, the slow service. 
5 The training session helped staff feel confident. handling upset passengers. 
6 Weare not satisfied the compensation we received for the delay. 
9 
1 
2 


Dy PROJECT: Design a premium service 


‘LOA Workin groups. Discuss the questions. 

1 Look at the businesses in Exercise 1 again. What are some things 
‘each one might offer as a premium service? 

2 Canyou think of any other types of businesses that offer 
a premium service? Do you use any of these services? 

3 When would you consider paying more to bea premium 
‘customer? 

Choose one type of business and design a premium 
service. Think about some of the items in the box 
or use your own ideas. 


exclusive goods or services loyalty cards 
personalisation priority services 


Present your ideas for a premium service to another group. 
What is the best idea each group has? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishlLab to reflect on what you have learnt. 


Lead-in 


7.2.) Hanging on the telephone 


Learners can use a range of verbs taking to-infinitive or -ing. 


‘L Discuss the questions. 

Look at the five typical ways to communicate with a customer service department on 
the left: email, chatbot, live chat, social media forum, telephone. As a customer, which 
do you prefer? Why? 

Have you ever experienced any of the following when phoning a customer service call 
centre? Tick (v) any you have, 

‘a an automated message gives you a list of options 

b you listen to music or advertising while waiting 

¢ anautomated message says all the agents are busy 

d_youare transferred between departments 

@ you have to call several times about the same issue 

f you get bored waiting and hang up 


3 Which experiences in question 2 do you find most annoying or frustrating? 


Listening 2A 47.01 Listen totwo phone conversations in which a customer calls her 


Teacher's resources: 
extra activities 


internet and phone provider. What was each call about? 
In which conversation do you think the agent used a script? Why? 


B 
3-47.02 Listen to the first phone call again and complete the useful phrases 
with a word or short phrase. 


Allouragents are right now, please hold. 

Good afternoon, my name is David. your name, please? 
Ihelp you, Angela? 

Isthe in your name? 

Cant for some further identification? 

Can you the phone number for this account, Angela? 

rn to our customer service agents, 

t'm sorry, | can’t hear you very well. Could you please? 

This will take a few seconds. 'l\just put you 

10 Isthere anything else | can 


worauneune 


fternoon, Angela? 


4 703 Listen to the second phone call and answer the questions. 
What information does the automated message ask for at first? 

What problem does Angela have when responding to the automated system? 
Why is Angela pleased to speak to Judith? 

‘Why was Angela’s phone bill higher than usual last month? 

What does Angela want the phone company to do? 

What does the agent advise her to doin future? 


aueune 


5 Look at the audioscripts for the two phone calls on page 150 and underline 
useful expressions for the customer side of the conversation. 


G Discuss these questions. 
1. Why do you think customer service agents use a script to do their job? How does it make 
you feel as a customer? 
2. How do you feel when a customer service agent uses your name frequently? Do you use 
their name? 


3 How do you feel when a customer service agent uses the opportunity of your call to try 
tossell you sometining? Why do companies do this? 


Grammar Verb + to-infinitive or -ing 
7A Choose the correct options in italics. In one case both options are possible. 


calla call 

1 Doyouhave any mobile phone numbers you'd 6 Iwant to query/ querying my mobile 
like to add / adding to your account? phone bill 

2 Have you tried to switch off/ switching off 7. I don'tremember touse/using the 
the wifi router and to turn it on / turning it on phone's data. 
again? 8 Wealways recommend to contact / 

3. Can you tell me ifthe lights start to come on / contacting customer services to 
coming on on the router? check roaming charges. 

4 They've started to come on / coming an. 9 Fl certainly remember to ook for/ 

5. I'm just trying to get / getting into my email. looking for a cheaper operator as 

et tyeigio aye /. geting hinny soon as !can, 


B Look at the sentences above and complete the information with to-infinitive, 
-ing or both forms. 

1 After the verbs would lke and want only use 

2 After the verb recommend only use 

3 After the verbs remember, start and try use 


D page 124 See Grammar reference: Verb + to-infinitive or -ing 


8 Write these sentences in a different way by using 
Does the meaning of the sentence change or not? 


infinitive or -ing. 


1. Did you remember sending the email? 5. |forgot to pay the phone bill ast month. 

2 They stopped to look at thenew website 6 He began complaining about the poor 
design. service. 

3 Wecontinuedto argue about the charges. 7 Shetried notto get angry. 

4 She went on to ask for a discount. 8 He prefers to sit at the frontin the cinema 


9A Complete this message that Angela Parsons wrote on her internet provider's 
forum page with the correct form of the verbs in brackets. 


‘My phone bill last month was three times more than usual. | couldn't afford ' 


(pay) this bill and | feltthe company failed 2 (inform) me clearly about the 
high roaming charges. The company risks ” (lose) lots of customers ifit keeps 
4 (operate) like this 
The customer service agent | spoke to would not agree * (educe) the charge. 
So | am now seriously considering * (g0) to another provider because | want to 
avoid” (get) a shock like this in future, Would you please agree * 
(give) me a partial refund? 

aetiarereecaicc Ifyou were the company, how would you reply to Angela’s request? 

extra activities 


=D page 117 See Pronunciation bank: Unstressed syllables at the end of a sentence 


Ng LOA Why might a customer complain to one of these companies? 


[ bank internet service provider insurance company telephone company 


B You want to write a message on a company’s forum page to complain. Choose 
‘one of the companies in Exercise 10A or use your own ideas, Write about 100 
words, Include the following details; 


+ why you are writing to complain. + the action you want the company to take. 
+ how you feel and any relevant details about the service or product. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (i need more practice) to 5 (I know this wel. 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


COMMUNICATION SKILLS 
73> 


Responding to customer concerns 


Lesson outcome Learners can use a range of expressions to manage customer relationships 
and supporta colleague. 


Lead-in LA Thereisa saying in business: ‘the customer is always right’. Work in pairs and 
discuss these situations. Is the customer right in each case? 

1 Apassenger boards an aeroplane wearing a hat with an offensive slogan on it. Other 
passengers complain, and the cabin crew ask the passenger to remove the hat. The 
passenger refuses. 

Aman orders a meat in a restaurant. The food takes a long time to come, and when it 
finally arrives itis cold. The man complains to the waiter. 

Awoman goes into a shop to buy a blouse. The shop assistant offers to help, but she 
says shes just looking. She tells him to leave her alone. Later she needs help from the 
assistant, but he is nowhere to be seen. The woman complains to the store manager. 


N 


w 


How would you react if you were the: 
pilot on the aeroplane? 

restaurant manager? 

store manager? 


ace ow 


VIDEO 2a (731 Watchas Daniel talks to Beata and then calls Mateo. 

What is the main issue they need to resolve? 

What does Daniel think may be the reason for this? 

What alternative reasons does Beata suggest? 

Daniel says there are ‘one or two small things’ to discuss. How does Mateo respond? 


Do you think the phone call will go well? Why / Why not? 


” 


mewn 


3A Insmall groups, discuss which is the best approach (Option A or B) for Daniel to 
take in the phone call with Mateo. As a class, decide which video to watch first. 


Go to MyEnglishLab for 2 ‘ 
extra video activities Option A - Daniel should listen carefully to what Mateo has to say, but not make any 


comments about Beata’s actions. 


Option B - Daniel should listen carefully to what Mateo has to say, but make it clear 
that he fully supports Beata, 

5 Watch the two videos in the sequence the class has decided and answer the 
same questions about each video. 
What reasons does Mateo give to explain his position on the refrigeration issue? 
How does Daniel react to Mateo’s arguments about the refrigeration issue? 


OptionaA 732 1 
2 
3. How does Daniel respond to Mateo's criticisms of Beata? 
4 
5 


Option B EB 7.3.3 


What does Daniel promise to do after the telephone call? 
How many times does Daniel refer to Beata? 


4 How do you think Beata and Mateo felt at the end of each sequence? In pairs, 
discuss the advantages and disadvantages of Daniel’s different approaches. 
Do you think he should have shown his support for Beata? Why / Why not? 


5 734 Watch the Conclusions section of the video and note down the points 
the speaker makes about the two approaches. 


Reflection 6 Thinkabout the following questions. Then work in pairs and discuss your answers. 
1 Which approach would you prefer to use in such a situation? Why? 
2. Whatis one advantage and one possible disadvantage of such an approach? 


7,3 >| Communication skills:Responding tocustomer concerns i i © 


Functional — Responding to customer concerns 


language — 7 isethe seven phrases from the video (a-g) to complete the gaps in the table (1-7). 
a lamsurewelllcome up with asolution. e Letme[do some calculations and speak 
'b (Beata) is correct about that, tomy people]. 
just want to hear your side of things.  (Beatalis absolutely right on this, 


d [Beata] has filled me in on all ofthe details. 9 [Please understand]! see your point. 


‘A Explaining thereasonforthe |] 


conversation just want to make sure everything is OK. 
B Confirming youalreadyhave | * 

specific information Beata has told me about that. 
€ Supporting a colleague D 


Shave to say Beats lis right / has a point]. 


D Reassuring a customer, 5 


ttm confident we'll come up with a solution. 
E Outlining your next step ‘J 


FIL {go through all the details / double check all the data] 
with Beata, 


‘SA Read the scenario on the left. What can the manager say to respond to the 


Neutonier has: — ‘customer's concerns? Use phrases from Exercise 7. 
roass a bik oren be Manager: Explain the reason for the conversation. 
she feels is too high. The Customer: ‘think my billis wrong, told your colleague that he forgot to include 
‘manager’ colleague has the 10 percent discount” 
explained the situation: Manager: Confirm that you already have specific information. 
the customer has a card Customer: “Your colleague said the discount does not apply and that | should speak 
offering a 10 percent tan 
to you about this, 
discount, but it does not 
Saute poate Manager: Support the colleague 
manager phones the Customer: ‘Ihave to say! am nothappy about this situation’ 
customer. Manager: Reassure the customer. 
Customer: "What are you going to do about it?” 
Manager: Outline your next step. 
Teacher's resources: 
extra activities © Work in pairs and roleplay the phone call. 


A Work in groups of three. Turn to page 130 and choose one of the scenarios. 
Decide who will take the roles of the manager trying to control the situation, 
the unhappy customer and the observer. 


B Read the complaint for the scenario you have chosen and the instructions 
for your role. 


Roleplay the telephone conversation between the manager and the 
customer. if you are the manager, try to uses phrases from Exercise 7. 


D When you have finished, decide if the customer is now satisfied. Listen to the 
observer's feedback. Discuss what went well, what didn’t go well and how 
you can improve next time. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(Ineed more practice) to 5 know this weld. 
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


SKILLS 
ring and pr 


Lead-in 


Listening 


Work in small groups and discuss the questions. Then share your ideas with 
the class. 


Why is i important for businesses to be good at generating ideas? 
‘Whose responsibility isit to generate ideas: managers, staff or both? 


Ne 


$7.08 A group of employees are attending a staff training day on customer 
service. Listen to the manager introducing the session and answer the questions. 


‘According to the manager, when do we have ideas? 
What happens to most ideas? Why? 

What does the manager want to do in this meeting? Why? 
What must the group come up with? 


pune 


Complete the text using the words in the box, Then listen again to check. 


enough generate lose share ways 


So want to hear your ideas about how we can’. more ideas, and how we can 
2____ them with each other. Butit’snot?____just to have good ideas. 
What | want to do in this session is to brainstorm’ __ we can capture those ideas. 
to make sure we don’t * them. 


Work in small groups. Discuss ways to generate ideas and how to capture them 
and not lose them. Then discuss your ideas as a class. 


‘7.05 Listen to six people presenting their team’s ideas. Which techniques 

(if any) have you already discussed? 

Listen again, Tick the techniques which talk about ways to capture or record ideas, 
brainstorm 4 roleplay 

use a notebook/smartphone 5 visualisation 

mind mapping 6 play devil's advocate 


wee 


Work in pairs. Use the words and phrases on the left to make short notes about 
each of the techniques in Exercise 48. 


7.4 >| Business skills: Generating and presenting ideas 


Functional Discussing and presenting ideas 
language 5, 


Match the beginnings (1-10) with the endings (a-j) to make sentences 
from the audio. 


We think the first thing we need a word or phrase, and then simply writing 
todoisto down all the ideas that come from that phrase. 
Sowe should brainstorm make lists. 

‘We suggest everyone needs to we really think through the issues. 

get into the habit of carrying a small notebook. 
Another way is to use the recorders on our smartphones. 


The thing is, it’s got to be easy, ‘as many ideas as possible, and write them 
ur team would like to push the all down, 

idea of ‘mind mapping. 

Basically, starting with otherwise we won't do it. 

Soit’s a bit like brainstorming, which the first group 

Our team came up with the idea mentioned, 


‘What we want to do is make of visualisation, 
sure that 


Look at the words in bold in the sentences in Exercise 5A. Which phrases 
introduce the idea, and which can be used to add a comment or explanation? 


Turn to the audioscript on page 150 and find more phrases to add to the 
categories in Exercise 5B. 


Here are some opening statements about customer service, Use the phrases in 
Exercise 5 to add your own comments or explanations. 


We think that its important to have competent staff. 
The first thing we need to do is to make sure that we offer a premium service. 
We like the idea of giving the customer VIP treatment. 


Our team would like to push the importance of good communication. 
Teacher's resources; 
extra activities D> page 117 See Pronunciation bank: introducing a topic 


7A You are going to discuss ideas to solve a problem or 
challenge which is common to everybody. Choose 
‘one of the topics in the box, or use your own ideas, 


1. You have too much work. 

2 You have no idea about future jobs. 
3 You don’t have enough money. 

4 Your classes are too large. 

5 You havea poor wifi connection, 


Work in small groups. Choose two techniques which you can 
use to generate ideas to deal with your problem or challenge. 

The techniques don’t have to come from this unit, but it’s 

important that everybody in the group understands how they work. 


Use the techniques to generate and discuss your ideas. Make sure you 
capture your ideas so that you can explain them later. 


Present your ideas to the class. Try to use phrases from Exercise 5. 


Reflect on the process you have just followed. Which technique did you prefer, and why? 
Discuss what went well, what didn’t go well and how you can improve next time. 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (need more practice) to 5 know this well. 


BUELL Goto My Self-assessmentin MyEnglishLab to reflect on what you have learnt. 


(em, WRITING <ooone 
~ External ‘thank you’ email 


Lesson outcome Learners can write an email expressing thanks. 


Lead-in 1A Read the ‘thank you’ email and choose the correct options in italics. 


Dear Glen, 


1am writing to thank you and your staff for the excellent service you 
\provided / produced organising our trade conference last week. 

The *happening / event ran very smoothly thanks to the hard work of all your 
staff, | would also like to express / say our appreciation for the prompt way in 
which your staff “dealt / handled the problems there were with some of the 
catering facilities, Your customer service team ®responded / replied to the 
difficulties quickly and none of our guests realised that anything was wrong, In 
fact, they seemed to be able to “deal / handle with any problems that came up, 
We will certainly use your company again in the future and have already 
proposed / recommended you to other business contacts, 

| would like to thank you and your staff once again and | look forward to 
working with you in the "close / near future. 


Kind regards, 
Franz Benheim 


8 Workin pairs and check your answers. 
Functional 2 Complete the table with the words in the box. 


inguage 
languag appreciated definitely helpful much once recommended replaced smoothly 
sorted take wanted writing 
Beginning Details Closing 
Tamt totthank you for | The conference ran very Wewill_______use 
yourhelp... 6 your company again in the 
Thankyou very? for | Yourstaff? out | future. 
your help the problems very quickly. | We have already 
would lke to this | Yourcustomerserviceteam | "___youto other 
ieichece teats ‘opportunity tothankyoufor.. | werevery#___.-—_‘| companies 
DD weescivses Wereally‘___all your | You___the Thankyou _ 
D> The email contains hard work damaged goods immediately, | #9ain for all your hard work. 
examples of some (ofl, any, 15___youtoknow haw 
all (of), none (of). Go to much we appreciate your work. 
‘MyEnglishLab for optional 
grammar work. 


=D page 124 See Grammar reference: some (of), any, all (of), most (of), no, none (of) 


3A Turn to page 132 and read the short thank you email. In pairs, decide how you 
could improve it. 


Your company bought some new computers but some of them did not work properly. 
You were very happy with the way the company dealt with the problem. Write an 
email thanking the supplier. Use the notes on page 132. Write about 140 words. 


© Exchange emails with your partner. in what ways is your partner's email different 
from yours? Having read your partner’s email, how would you improve yours? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (Ineed more practice) to 5 (I know this well), 
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


Face to face? 


Lesson outcome; Learners can use vocabulary related to office 
communication. 


How to communicate 


Lesson outcome: Learners can use the fist and second 
Conditional to talk about likely and unlikely situations. 


Communication skills: losing adeal 


Lesson outcome: earners are aware of ways to close a deal in 
3 simple negotiation, 


31) Business skills: atking about priorities 


Lesson outcome: Learners can use a range of expressions to set 
and discuss priorities. 


Writing: Short report 
Lesson outcome: Learners can writea short business report 


Businessworkshop8: p.102 | Reviews: p11 


Pronunciation: 8.2 Conditional sentences 
| | aS Contractionsin speech p.117 


Video: improving communication in the workplace 
Vocabulary: Digital communication 
Project: Communication survey 


Reading: Three tips for effective workplace communication 
Grammar: First and second conditional 
‘Speaking: Solutions to communication problems 


Video: Closing a deat 
Functional language: losing a deal 
Task: Trying to close a deat 


Listening: Setting priorities. 
Functional language: Talking about priorities 
Task: Prioitising 


‘Model text: A short report 
Functional tanguage: introduction, findings and recommendations 
Grammar: Past Perfect Simple 

Task: Write a short report 


|, Grammar reference: p.125 


>7¢ 


~ 


sya > ) Face to face? 


Lesson outcome Learners can use vocabulary related to office communication. 


Lead-in LA choose the best ending for each sentence for you, or give your own answer. 
1 Text messaging is 
‘a convenient. b atime-waster. ¢ anannoyinginterruption. d something | never use. 
2 I receive ... emails. 
‘a waytoomany b amanageablenumberof ¢ veryfew d no 


3. Myphoneis 
one of my most important possessions. © anannoying interruption. 
useful, but! don't use it very often. d something | almost never use. 


8 Give your partner some extra information about each of your answers above. 
Juse text messages with my friends, to make plans. We usually 
use email a lot for work. Every day, I have to write... 
Jusually carry my phone with me, but | don’t use it too much. Id rather 
VIDEO 28 Youare going to watch a programme about how a company improved 
communication in the office. Answer the questions. 
What types of communication do you think people in an office use frequently? 
What kinds of problems with communication in an office do you think people might have? 


(81.1 Watch the video and check your answers. 


Wane 


Watch the video again and complete the notes. 
1 the type of communication thatis 
causing problems 


2 what employees were not allowed 
todo 

3 the type of communication 
employees must use in the office 

4 the employees’ feelings about the 
changes 

'5 the two things Cary Cooper wants 
employeesto balance 

6 the atmosphere in the office after 
the experiment 


4 Watch the video again and decide if these sentences are true (T) or false (F). 
Correct the incorrect sentences. 


1. Mike Brogan feels thatit’s important for his employees to work after hours. 
2. One employee says he checks his email on holiday and at the weekends. 


3 Cary Cooper doesn’t want the employees to use email atall - even with customers or 
people outside of the office. 


4 Cooper says there is no connection between what happens at work and what happens 
athome. 


Most of the employees couldn't stop working after hours. 
One resutt ofthe experiment was that the workers got to know their colleagues better. 
The experiment was a success, | 


Work in pairs or small groups, Discuss these questions. 


Would you be happy to stop using communication technology for a day? A week? 
‘Amonth? Why / Why not? 


HU Naw 


Teacher's resources: 2. How would it change your life if you couldn't use communication technology? What 
extra activities would become more difficult? Would anything become easier? 


8:1 © Face to face? 


Vocabulary Digital communication 
& Complete the text using the words in the box. 
Pl 


[catch check internal master overloaded reply servant technology | 


a my email first thing in the morning, on my phone. But | don’t 
to any messages before 've had breakfast. | properly > upon 
my emails when | arrive at the office, first thing in the workday. | have customers all over 
the world, so a lot email arrives overnight, Those are usually manageable. But emails 
from my colleagues and from company management have often *_ me 
These*__ emails are a real problem. Sometimes, people write three different 
‘emails, each with one question. Some people choose ‘reply all’ and | receive a copy of 

‘a message thatis of no interest to me. § is great and makes a lot of useful 
communication possible. But sometimes | worry that | am the” of 
technology rather than the® And that’sa depressing thought. 


tusually*__ 


7 Complete the questions with words from Exercise 6. Then work in pairs 
and answer them. 


1 Doyou more often. to messages immediately, or take some time before 
answering? 


2 Howoftendoyou___your social media? 
3 Doyou consider yourself a of technology, orits servant? Explain, 

| 4 Do you havea special time when you up on emails and other messages, 
| iiachsace ragltced: or do you look at them as they comein? 


extra activities 5 Are you by communication? 


Make notes about the follo 
1 List three methods of communication you use every day, or nearly every day. 


2 For each method of communication, estimate how many minutes per day 
youspend using it. 

3 For each method, say 1-3 things you like (pros) about using it. 
It’s convenient; | don’t have to talk; It’s cheap: I’sa fast way to share 
my thoughts. 

4 Foreach method, say 1-3 things you don't like (cons) about using it. 


communicate even when | don’t have anything to say; receive 
messages all the time, so it’s hard to concentrate; tis easy to make 
‘mistakes in typing 


B Work in pairs or small groups. Write Wh- questions for a survey 
to find out about how your class communicates. You have five 
minutes to get your questions ready. 

What methods of communication do you use every day? 
How many minutes per day do you... ? 
What are the pros... ? 


Ask some of your classmates the questions you prepared. Note down 
their answers. 


D Present the results of your survey to the class in pairs or small groups. 


The most common method of communication is speaking face to face. On average, people 
spend three hours per day in face-to-face communication. People say that it’s easy to 
understand other people's feelings in face-to-face communication, but sometimes, people 
chat too much, and it’s a waste of time. 


+ How successfully have you achieved the lesson outcome? Give yourself a score from 0 (I need more 
practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


8.2> How to communicate 


Lesson outcome Leamers can use the first and second conditional to talk about likely and 
unlikely situations. 


Lead-in 1 Workin pairs. What are the advantages and disadvantages of working 
in a) a private office and b) an open-plan office? 


2 Work in pairs or small groups. Do you agree with these statements? 

1 People shouldn't use social media in class or at the office. 

2 Chatting with colleagues is a waste of time. 

3 The most important communication in the workplace is formal communication. 


Reading 3 Read the article quickly. Match the headings (a-d) with the correct section (1-3). 
There is one extra heading you do not need to use. 

a Give workers some privacy ¢ Keep meetings short 

b Encourage small talk d Stay connected - but be careful! 


Three tips for effective workplace communication 


Good communication is very important for success and happiness in all areas of life ~ 
including the office. According to business expert Allan Webster, lack of communication 
and teamwork can make projects fail, Here are three tips from around the world for 
developing good communication at work, 


1 oe 3 
According to business blogger Tim Juriaan van Meel, author of The European 3s According to the South China Morning Post, 
Eisenhauer, if managers encourage Office, says that almost every office the WeChat social media app, with 889 
‘more water-cooler chat (informal worker in both Sweden and Germany million monthly active users in China, is 
‘office conversation), their employees 20 has a private office. Though open-plan quickly replacing phone calls, emails and 
5 will become happier, more productive _offices are intended to improve even business cards for professional 
‘and more interested in their work. ‘communication, research shows that the 40 communication in China. Though the app 
‘Scott Bedbury, who worked as Nike's background noise often makes it dificult wasn't designed as a business comm Jn 
head of advertising, agrees. He said for workers to concentrate - and to tool, every day, 87.7 percent ofits users use it 
thatthe really useful conversations 2s communicate. Sound expert Julian for work communication, while phone, fax 
10 between colleagues generally took ‘Treasure says that its impossible to and text message are used by only 59.5 
place at the vending machine, in the understand two people when both of «5. percent, and email by only 22.6 percent. 


cafeteria or in the gardens outside the them are speaking. Office design expert ‘Many Chinese businesspeople now connect 
office. Bedbury says that a companys Alexi Marmot believes that if companies. __on WeChat instead of giving each other 


internal communication needs tobe 30. provided a choice, productivity and business cards. However, the convenience of 
15 both formal and informal to help build happiness would increase, She says that the app may have a downside. Some users 
the relationships necessary for success. _ people need both private space for s0 say that messages come in 24/7, and its rude 
‘concentrating and public space for open _not to reply, so they feel they're always at 
‘communication. work ~a case of too much communication, 


© Read the article again and answer the questions. 

According to Allan Webster, what happens without good communication? 

What increases workers’ productivity and happiness at work? 

What effect does the combination of formal and informal communication have? 
According to the text, what's the biggest problem with open-plan offices? 

What does Alexi Marmot recommend? 

What form of business communication is the least used, according to the South China 


Teacher's resources: Morning Post? 
extra activities 7 What's the biggest problem with using social media for business purposes? 


aweune 


5 Work in pairs. Of the three tips in the article, which one do you think is the most 
useful for improving workplace communication? 


8.2 >) How to communicate go 


Grammar _ First and second conditional 


G Read sentences 1 and 2 from the article. Then answer questions a~c about each one. 


1. /fmanagers encourage more water-cooler chat, their employees will become happier, 
‘more productive and more engaged with their work. 


a What tense is used in the if-clause? 
b What time is the result clause referring to: future or present? 
€ Isthe situation described in the sentence likely or unlikely? 
2. ifcompanies provided a choice, productivity and happiness would increase. 
a What tense is used in the i-clause? 
b isthe sentence referring to the past? 
€ isthe situation described in the sentence definitely going to happen, or ist less probable? 


D page 125 See Grammar reference: First and second conditional 


7 Complete the conditional sentences with the correct form of the verbs in brackets, 

1. Ifyou use social media for work, you__ (be) connected 24/7. 

2 We ____{not have) space for private offices if we move to a smaller location. 

3 fwe give workers more breaks, they (spend) more time chatting. 

4 We (have) better coffee breaks if we had a nice break room. 

5. You would know your colleagues better if you (talk) to them more. 

6 Ifthe management stopped workers using social media, people (be) unhappy. 
7 fwe had our meetings in a café, they (feeb less formal. 

8 ifyou___ (turn) off your phone at six o'clock every night, your kids would be happier! 


Teacher’s resources: 


ereae =D page 117 See Pronunciation bank: Conditional sentences 


Speaking 8A Workin pairs. Match each communication problem (1-4) with two possible 
solutions (a-h).. 
‘Communication problems Possible solutions 
1 Workers don’tknow each other a Take the entire team (75 people) on an adventure holiday. 
very well. Thereisn’ta strong Move toa building that's three times bigger and 


sense of teamwork. give every employee a private office. 
2 Mesparenateetive ¢ Encourage more informal communication. 
oie so meke pone as d Provide a few small. private rooms for employees 
sa is ‘ah reer touse when needed. 
fe don’t have a place wi 
sWchelenetura ines: be € Buy every employee a smartphone for work that 


they can turn off when they go home. 


“ f Create a small break area near the water cooler with 
« Guhaeeeee a couple of sofas and comfortable chairs. 


feel they're at work because of 9 ‘Encourage employees not to respond to work texts 


informal chats. 


the constant texts and emails and emails outside of office hours. 
‘on their smartphones, h Buy the café next to the office building and turn it 
into a private break room, 


B Discuss the problems and possible solutions. Use the first conditional for more 
likely solutions and the second conditional for less likely solutions. 


If we wanted to develop a sense of teamwork, we could take the entire team on an 
adventure holiday. 


‘If we encourage informal communication, workers will get to know each other better, 


© For each problem, think of one additional solution. Explain it using the first or 
second conditional. 


+ How successfully have you achieved the lesson outcome? Give yourself a score from 0 (I need more 
Practice) to 5 (I know this well). 
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


COMMUNICATION SKILLS 
8 3> t > 


Closing a deal 


Lesson outcome Learners are aware of ways to closea deal in a simple negotiation, 


Lead-in 1A Discuss in pairs why the two points below are important in closing a deal. 
‘Closing a deal in a negotiation is all about making a sale. To close a deal 
successfully you need to 1) summarise what has been agreed and 2) work 
through any outstanding issues.” 

B Experienced negotiators often talk about the importance of creating a ‘win-win’ 
situation in a business deal. This means that both sides end up with a good result, 
Work in pairs and discuss the questions. 

1 Whyis a ‘win-win’ situation a good thing for a long-term business relationship? 

2 Why cana ‘win-lose’ situation be a bad thing? 


VIDEO 2 [831 Watch the video. Work in pairs and discuss the questions. 

Do Daniel and Beata feel they have a solution which Mateo will accept? 

What does Daniel want Beata to focus on during the meeting? 

What evidence is there that Mateo and Daniel have a good relationship? Do you think 
this relationship will help the discussion? 

What is Daniel's plan for the meeting? 


wn 


= 


3A Insmall groups, discuss which is the best approach (Option A or B) for Daniel 
and Beata to take in this important meeting. As a class, decide which video 

Goto ‘MyEnglishLab for to watch first. 

xtra video acttivives Option A ~ Explain the idea carefully, focusing on the technical detail, and make sure 

that everyone understands how it works. 

Option B ~ Briefty explain the idea, and focus mostly on the benefits for Mateo. 


Watch the two videos in the sequence the class has decided and answer the 
questions for each video. 


Option A 832 1 Workin pairs. Together redraw and label the sketch that Beata uses to explain the 
technical solution to the problem. Then explain the solution to each other. Use the 
following words to help you. 


container fivedegrees insulation portable power supply 
refrigerator stable temperature transport 


Make a list of the benefits which Daniel and Beata mention. 


x 


Option 8 [8.3.3 1 Workin pairs, Together explain Beata’s solution to each other. Use the following words 
tohelp you, 


container insulated powersupply refrigerator stable temperature 


2 Make alist of the benefits which Daniel and Beata mention, 
in pairs, discuss what lessons you have learnt about closing a deal. 


5 [834 Watch the Conclusions section of the video and make notes about 
the differences between the two approaches. How might you decide which 
approach to use? 


Reflection G Think about the following questions. Then discuss your answers with a partner. 
1. Which approach would you prefer to use in such a situation? Why? 
2. Whatis one advantage and one possible disadvantage of such an approach? 


813 >! Communication skills: Closing a deal 


Functional Closing a deal 
language 7, complete these extracts from the video using the words in the box. 


agreed esees ea Sothatjustabout___itup. 

Seta eed We've on the delivery dates 
That only the same point as before. 
Does that up the situation as you see it? 
Sowhatyou___is that | don‘tneed to put the sensors into refrigerators? 
in we would need you to provide the power supply. 


Match the sentences in Exercise 7A with the categories (a-c) below. 
summarising b clarifying ¢ referring to outstanding issues 


Match the sentences (1-6) with the categories in Exercise 7B. 

To sum up, you provide the containers, and | provide the power supply. 
ifitis as you say itis, we will be able to go ahead. 

But if we use these portable refrigerators, won't the cost go up? 

We are prepared to cover the extra cost providing you buy enough sensors. 

Do you have any information about how much power we would need? 

As understand it your local rules do not require the sensors to be refrigerated. 


OM eYNH HM PD aHeune 


& Complete the conversation using the phrases in the box. 


AGE wane) © prer RET . want to buy the computer and you want to sell it. 
ifyouagree that leaves a Wectharscoree 
soWhat you mean ts AY. the problem of the mouse - its broken. 


B: I'm prepared to buy you a new mouse. 
ASS you will buy a new mouse, but the price stays the same? 
B:Yes‘____ to pay cash now, the price will stay the same. 


A: So,® you get the cash now, and | get a computer with a new 
Teachéex tasources: mouse. Yes, OK, that sounds fine. 
DD cence: B: Agreed, Thank you very much. 


9A Work in pairs. Choose one of the items below. One of 
you is selling the item and the other is buying. Each 
item has a problem. 
‘Item 1 - a kayak with a small crack in the side 
Item 2~ a bicycle with worn tyres 
Item 3 ~a computer desk with a missing shelf 
B Try to close a deal on the item you have chosen. Follow steps 1-7 
below and use phrases from Exercises 7 and 8. 
Summarise the situation. 
Identify the outstanding issue. 
Suggest a solution (e.g. repair the problem, replace the part, offer a discount). 
Clarify/Discuss any outstanding issues (repeat 3 and 4 if necessary). 
Agree on solution, 
‘Summarise the benefits for each side. 
Close the deal. 


© When you have finished, discuss what went well, what was difficult and how you could 
improve next time. Then share your ideas with the class. 


Naueune 


+ How successfully have you achieved the lesson outcome? Give yourself a score from 0 
(Ineed more practice) to 5 (I know this well, 


* Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


BUSINESS SKILLS 
8 4> Talking about priorities 


Lesson outcome 


Lead-in 1. Read this list and number the items in order of importance to you personally 
(2 is most important, 7 is least important). Are any of the items urgent? 
Staying healthy 
Spending time with family and friends 
Doing well at your studies/job 
Earning enough money to live 
Earning enough money to live very comfortably 
Having fun 
Learning English 


2 Work in pairs. Choose one item on the list and discuss what tasks you need 
to do in order to achieve it. Which tasks will you prioritise (do first)? Why? 


Listening 3a a Look at the matrix and listen to a consultant talking about setting 
ities. 


1 What two things do you need to do to set priorities? 

2. Whyare important and urgent tasks not the same thing? 

3 Label the four quadrants in the matrix as important and urgent, important but not 
‘urgent, urgent but not important and not important or urgent. 


Sd 
KEEP 
CALM 


AND 
FOCUS ON 
PRIORITIES 


B 8.02 Listen to Part 2. The consultant goes through a list of tasks. Write the 
numbers of the tasks in the correct quadrant of the matrix. 


© Work in pairs. Decide in what order you will do the tasks in the matrix. Compare 
‘your answers with other pairs in the class. 


D 45.03 Listen to Part 3. The consultant ends with a useful tip. What is the 
‘real tip’? 


8.4 >| Business skills: Tatking about priorities 


Functional Talking about priorities 
language an choose the correct option in italics to complete the sentences for talking 

about priorities. 

It's of the utmost / entire importance. 

This really Cow / mini priority. 

You need to give this task a great / high priority 

This emailis really /well urgent. 

It’s largely / quite important that we have this meeting. 

The security checkis extremely /plenty urgent. 

Match the beginnings (1-10) with the endings (a-j) to make sentences 

for setting priorities. 

Don't schedule. 

Putitin your importance. 

Itis also of utmost putit off fora while 

Make it your number one only. 

Dot today if you have high priority, please, 

Iesabitofa priority. 

Putitat the bottom of yourlistof things g_ waste time 

Giveita distraction. 

It'sinformation i todo. 

You can j time. 


Baneune 


VW Beeavauneunn 


Work in pairs, You are working on an assignment at your desk. Discuss how you 
would prioritise the following items. 


Your manager/tutor sends you an email with high priority. 
You get an unexpected message notification on your phone. 

The fire alarm goes off - you suspect it may be a drill. 

You receive a reminder about an interesting presentation later today. 

‘Acolleague asks you for some information you promised to send him/her last week, 
You need to finish your English homework (due to be handed in next week) 

You want to see the latest news ontine. 

A colleague wants to see how fast you can solve the Rubik's cube, 


Teacher's resources: 
extra activities 


1 
2 
3 
4 
5 
6 
7 
8 


Think about all the tasks you have to do over the next 
few days. Make a list. 


Workin pairs. Share your lists with each other. Use the 
matrix in Exercise 3A to discuss and set priorities for your 
partner. Try to use phrases from Exercise 4, 


Find a new partner and repeat the process. 


D Reflect on the process you have just followed. How 
useful do you find the matrix? Share your thoughts with 
the rest of the class. 


+ How successfully have you achieved the lesson outcome? Give yourself a score from 0 
(I need more practice) to 5 (know this well) 


LF 
celfracsessment + Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Libe 


Lesson outcome 


Lead-in 


‘LA Read the brief report and complete it with the 
words in the box. 


= WRITING SKILLS 


Learners can write a short business report. 


<UODOUE > 


Functional language 


2 Complete the table below with the words in 
the box. 


department heads issues orders policy 


reasons stock systems technology updates 


aims asked found key looks make might 
purpose recommendations recommended 
seems should thing 


> Introduction 
There have been some problems recently due to 
poor communication so we need to have anew 
communication ' for the company. 
This report looks at*___ for communication 
problems between departments and finally makes 
recommendations, 


> Findings 
‘One of the key is that warehouse staff 
are unhappy with sales staff who take * 
for goods which are out of stock. Last week we had a 
big order for fridge-freezers and there were none in 
the warehouse. It seems that the sales * 
had not checked ¢ levels before 
accepting the order. The Sales Manager complained 
that no one had updated the stock records. Stock 
? ‘ought to happen automatically 
but they do not. It seems that staff expect the 
i to do everything and will not talk 


to each other. 


> Recommendations 
Itis therefore recommended that department 
‘managers monitor” more closely 
and make sure that any problems are reported 
immediately so everyone is aware of them. There 
should also be morning meetings forall department 
1©__toexchange information, 


Workin pairs and check your answers. 


Introduction 
This report at reasons for the problems. 
The? of this reportis to 

The director has : ‘me to write this report 
to.. 

This report’ to analyse the reasons why 
Finally it will recommendations 
Findings 

One of the problemsis that staff do not 
The first” we noticed was that. 


Iwas’ that staff were unhappy because 
i, that staff do not speak to each other. 


Recommendations 
Itis therefore” that.. 

The managers have morning meetings 
to 


Our are to. 
We, therefore need to change the system. 


[> teacher's resources: extra activities 


[Bp Thereport contains examples ofthe Past Pertet Simple 
Go to MyEnglishLab for optional grammar work. 


=> page 125 See Grammar reference: Past Perfect Simple 


=D page 117 See Pronunciation bank: Contractions in speech 


3A Work in pairs, Read the short report on page 131. Think of ways to improve the phrases 
in italics. Then write the improved report. 


B Look at the notes on page 132. Brainstorm some ideas for the report. Then, individually, 
write a short report of about 160 words. 


C Exchange reports with your partner. In what ways is your partner's report different from 


Self-assessment 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


yours? Having read your partner's report, is there anything you would change in yours? 


Global recruitment agency p.88 


Lesson outcome: Learners can discuss candidates 
fora job and choose the best person based on their 
online profile. 


Investing your money p.90 

Lesson outcome: Learners can ask and answer 
questions about companies and industries and 
present ideas and suggestions, 


The grand opening p.92 


Lesson outcome: Learners can participate ina project 
‘management meeting and make a decision on the 
‘main priorities for an event. 


Hand-made p.94 


Lesson outcome: Learners can consider market 
research and devise a marketing strategy. 


Smart fabric p.96 


Lesson outcome: Learners can understand the 
principles of the marketing mix and talk about products. 


Visitor safety p.98 
‘Lesson outcome: Learners can assess safety 
‘and security procedures for visitors to office 
and factory buildings. 


Red Cushion Furniture p.100 


Lesson outcome: Learners can identify problems in 
customer service and find solutions. 


Global communication p.102 


Lesson outcome: Learners can identify and talk about 
‘communication problems. 


Business Workshops 


Reading: Job listing 
Listening: initial job interviews 
Reading: Online candidate profiles 
Task: Discuss job candidates 


Listening: Investing 
Speaking: Investor's checklist 
Task: Choose a company to investin 


Listening: Understanding project priorities 
Reading: Analysing follow-up emails 
Task: Hold a project meeting 


Listening: Key factors for a global business 
Speaking: Doing market research 
Task: Choose market for a global strategy 


Reading and listening: Market research 
Task: Choose a product to develop 


Reading: Safety and security 
Listening: Risk assessment. 
Task: Prepare a visitor safety and security report 


Listening: Dealing with unhappy customers 
Task: Turn failure into success 


Listening: Communication problems 
Reading: Email exchanges about a problem 
Task: Recommend ways to improve communication 


>87¢ 


BUSINESS 


WORKSHOP 1> Global recruitment agency 


Learners can discuss candidates for a job and choose the best person based 


Lesson outcome 3 
on their online profile. 


Background 1 Read the background and answer the questions with a partner. 
1. What service does JobNow provide? 
2. Have you ever used this type of service? 
3 Ifyou could choose any field to workin, what field would you choose? 


JobNow is a global recruitment agency - a company that matches jobs with 
{job-seekers all over the world. Companies give details of vacancies to 
‘JobNow. The recruiter checks its database of job-seekers for someone with 
the right skills and experience, and also actively uses online professional 
‘networks to find suitable candidates, n addition, job-seekers can search 
the listings to find jobs to apply for. Companies pay JobNow a commission 
when they fill a position, 

‘According to JobNow Director, Elena Paz, ‘We look at thousands of online 
profiles, and it's amazing how many people leave out basic information - 
their university studies, the field they want to work in, some description of 
their skills’ She adds, ‘We want to see specific information about actual 
experiences - tell us what you can do by showing us what you've done’ 


Ajob vacancy 28 Read the job listing that JobNow has received. In each category below, tick (V) 
one item from each group that you think best matches this job. More than one 
answer may be possible, so prepare an argument to explain your choice. 


Degrees 
Medical Insurance Product Writer oe 
ieiemeren 
London economics or finance 
CO English 


We're looking for a graduate or experienced professional to 
write marketing and training materials for GIG - a growing 
medical insurance group. You will be responsible for working with 
several departments to develop documents for both internal 
company use and customer-facing product promotion, including 
‘website copy, social media updates and blogs. We will provide 
training as necessary. 


Gi fine art (painting) 
Professional experience 
CO retail sales - clothing 
1D nursing 
insurance sales 

1 accounting 

D freelance writing 


Other interests and activities 


Skills and experience: 
playing team sports 


+A degree in a related field - Good team player 


+ Confident, can-do attitude Willingness to try new things Gl cooking 
+ Creative, with attention to detail volunteering ina local hospital 
O travel 


Ci reading and going to the movies 


8 Work in pairs and compare your answers. Explain your choices. 


think a finance degree would be the best match, Insurance is more about money 
than medicine. 


'm not sure. The job requires writing. Maybe a degree in English would be more useful. 


>< 


3A 4)8W101 JobNow short-listed five job-seekers for the job with GIG. Listen to part 
of the initial interview with three of them. Match each name with two descriptions. 


1 Maria has no professional experience. 
2 Agata b wants to try a different profession. 
3 Taro € isalittle bit worried about the issue of age. 
enjoys sports 
wants a steadier income, 
# has travelled alot 


Teacher's resources: 


extra activities 5 What skill or experience does each person have that could be useful for the job? 


Online professional 4 Read the three online profiles of applicants for the job of Medical Insurance 


profiles Product Writer. Complete the table below. 

Three years ago, When | graduated from ‘When people are ill orn 
I moved from Tokyo University with pain, you want to help 
Reading to a degree in English, them. Fifteen years 
London to begin I wanted to see the ago, after completing 
my studies in world. After three my medical studies at 

economics. | love or four months of | Universidad Auténoma 


‘my courses and fm 
doing well in them so far. Outside 

of my studies, | love training for and 
playing football with a local club. | also 
work as a volunteer two evenings a 
week in a children’s hospital near my 
university. When I graduate six months 
from now, | hope to find a position 

in the finance sector, ideally in an 


travelling in Australia and 
New Zealand, | ran out of money and 
decided to try my hand at travel writing 
rather than return home, Since that time, 
‘my travel writing has been published 
in newspapers and magazines both in 
Japan and around the world. Im currently 
looking for a permanent position as an 
in-company writer and would consider 


de Guadalajara, | opened 
a clinic in the town of Santa Clara. | hired 
two partners wha helped the clinic grow 
and better serve the community. | usually 
‘work seven days a week, fifty weeks a year. 
Fim currently looking for an opportunity to 
change the focus of my work and use my 
skills in a different sector. ! would be happy 
to move to a new area and to consider 


international environment. working in any sector. additional training. 
‘Activity or experience tem mentioned in the vacancy listing 
‘Agata _| studying economics, playing football degree in a related field, good team player 
Taro 
Maria 


SA Work in groups of three. You work for JobNow. Your client - GIG - wants to 
interview a total of three candidates for the position of Medical insurance 
Product Writer. You've already sent two for an interview, so there's one place 
left. Discuss the pros and cons of Agata, Taro and Maria and choose which 


candidate to send. 


+ Talk about each candidate's skills, experience and interests and how they match 


the job. Use the table in Exercise 4, 


+ Think about the relationship between experience and salary, Which candidate 


will probably cost the employer the least? 
+ Decide on the best choice. Which candidate has the most to offer? 


B Work in new groups of three with different people. Take turns explaining 


the decision your group made in Exercise 5A. 


 Asaclass, vote on the best candidate for the job. 


Teacher's resources: 
extra activities 


Write an online profile for yourself. 


Sometimes, interviews are done 


as an online video chat. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (| need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


BUSINESS 


WORKSHOP 2> Investing your money 


Lesson outcome Learners can ask and answer questions about companies and industries and 
present ideas and suggestions. 


Background 1 Read the background and answer the questions with a partner. 
1 What do the three friends want to do? 
2. Why do they join an investment club? | 
3. Whatare the key benefits of joining an investment club? 
4 What are club members doing now? 
5 What kind of business do you think you would invest in if you had the money? 


Three friends, Melanie, Franco and Toni, want to invest their own money in the 
stock market but, individually, they did not have enough money so they decided to 
Join an investment club. These clubs are set up to offer people with a limited 
‘amount of money the chance to invest in companies with other people. Everyone 
shares their ideas and knowledge about investing and makes joint decisions about 
which companies to invest in. AS a result, they all share the risk as well as the 
benefits of investing, It isa great way for people who do not have a lot of 
experience to learn about investment. The club is now looking at the best industry 
to invest in. Each of the friends has decided to research different industries and 
select one they all agree on. 


Investment 2A 48w201 Listen to the conversation between Melanie, Franco and Toni and 


possibilities decide if these sentences are true (T) or false (F). 
1. Melanie researched the graphite mining 4 We already use it to upload data 
industry. very quickly. 
2 Graphite has been in pencils for along time. 5 Nuclear waste includes some 
3. Graphene is both very strong and lightweight. graphite. 
5 Listen again and complete the notes. 
Graphene 
+ made from? which is found all over world 


+ much stronger than? and extremely flexible 

* good conductor of and electricity 

+ used in phone and, touchscreens and sports equipment 

+ potential uses: could phones in five minutes and clear up nuclear waste 


3A 8w202 Listen to Toni talking about her research. Puta tick (v) by the things 
she mentions. 


Ci hotels C) camping (1 sports C1 package holidays 
Orrintravel Ocooking Ospas OI cruises 

& Listen again and complete the notes. 
2 industry 


+ includes*___travel providers, cruise companies, hotel?__and 
mega-resorts 


+ mega-resorts provide everything a quest needs in one place 
+ companies are building huge new cruise ships 


48203 Listen to Franco talking about his research and answer the questions. 
What industry does he want to invest in? 

Which market is he interested in within the industry? 

What kind of companies are making big profits? 

Why does he think this is a good time to invest in this market? 


Teacher's resources: 
extra activities 


pune & 


>< 


5A Work in groups of three. Look at the charts on page 131. In your groups, 
compare the charts and discuss why you think each industry would be a 
good investment. 


Decide together which industry you think the club should invest in. 


a 


Write a short summary for other investment club members, saying which 
industry you think seems to be the best one to invest in, and give your reasons, 


Company GA Workin smalt groups. Discuss what you would like to know about a company 


investment __ before investing in it. Here are some factors to start with. See how many more 
checklist. Youcanadd. 
profits salesfigures size 
8 481/208 Listen to a podcast about investing in a company. Check to see how 
many of your ideas the speaker mentions, then add to the notes below. 
Company Who? it and ? 
Financial performance —_lookatfinancial? for last three years 
check what the company is* 
identify trend in sales and revenues 
identity® 
‘ team assess? and skils 
How effectively do they use the skills of ? | 
* plans How"? are the plans? 
Additional factors environmental and responsibilities 
© Work in pairs or small groups. Make a list of five questions you need to answer 
before you invest in a company. Use these ideas to help you. 
Teacher's resources: 
cetra activities date founded employee skills management team ] 


7A Workin three groups. 

ook at Company 1 on page 132. 

10k at Company 2 on page 134. 

yok at Company 3 on page 138. 

Study the company information. 

+ Think of ways to expand the information in the notes. 
+ Discuss the key factors which would interest potential investors. 
+ Decide how you will present the information to the class. 


B In your groups, present your companies to the class, 
Follow these steps: 

+ Introduce each company and its history, 

Talk about current projects and future plans. 

Outline key factors which would interest investors. 

‘Ask the audience for any questions and answer them, 


C Asaclass, discuss which of the three companies 
would be best to invest in and why. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 ( know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


BUSINESS " 
WORKSHOP 3> The grand opening 


Lesson outcome Learners can participate in a project management meeting and make a decision 
‘on the main priorities foran event. 


Background 1. Read the background and answer the questions with a partner. 
1 What kind of business is Casa Paradiso? 
2. Whyis wind energy an important selling point for the hotel? 
3. Would you choose to stay in this sort of hotel? Why / Why not? 


Casa Paradiso, a new 20-room boutique hotel, is opening in the popular seaside 

resort of Miramar. The hotel will generate some of its electrical power using 

‘wind turbines on the roof - an important selling point. The owners have hired 

MPR, a marketing and public relations firm, to create and manage the grand 

‘opening event to get media attention for the new business. 

Decisions so far: 

+ The event will be held at the hotel, 

+ An Adlst celebrity will attend and endorse the hotel, 

+ The guests ~ representatives of travel magazines and tour operators - will be 
treated as VIPs. 

+ Atour of the hotel will include a visit to the roof, o see the wind turbines and 
discuss the environmentally friendly nature of the resort, 


With only two months to go, there is stil a lot of work to do. 


iG 2A 45W301 Read the agenda for a meeting between Lily, M&PR’s Account 
project priorities Manager and Carlos, the Project Manager for the grand opening. Then listen 
and match each item on the agenda with the time it should be completed (a-d). 


AGENDA nee ee 
Project: Casa Paradiso grand opening _—_‘1) ‘Save the date’ invitations to guest list 
Meeting date: 1 August 2) Contract with actress Lana Gabler-Jones 
Event date: 1 October 3) Engineer to explain wind turbines 
4) Food order for the event 
Cando tomorrow € Get Sarah todo this on 15 September 


b Don'tneedtodothis  d_ Need to do today 


B Read the project priority box. Match each item on the agenda with a number 
in the box. 


IMPORTANT 


URGENT 


Teacher's resources: 
extra activities 


>92¢ 


Analysing meeting 3A Read the document on page 134. Was it written before or after the meeting? 


How do you know? 


& Answer the questions. 
1 Did they discuss every item on the agenda? 
2 What four tasks does Carlos now need to complete? 


minutes 


Analysing 4A Read the three emails. Match each one with a numbered item in the minutes in 
follow-up emails Exercise 3A. 


Dear Constance, coe 


I hope you're well, I'm writing regarding 
the grand opening of Casa Paradiso in 
Miramar. You may recall that | sent the 
contract six weeks ago for immediate 
signature, but | haven't received it back 
from you. We'd like to promote the 
event with Lana's photo, but we can't 
do that until we have a signed contract. 
know you're busy, but would it be 


Hi Sarah, 
'd like you to take care of the food 
order for the Casa Paradiso grand 
opening, please, The event ison 1 
October, so we need to finalise the 
menu on 15 September. By that time, 
we should have an exact number of 
guests. We've already agreed the menu 
and paid a deposit. On 15 September, 
we need to give final numbers and pay 


Dear Jim, 


We spoke a few weeks ago 
about possibly getting one of 
your engineers to give a talk 
‘about the wind energy system 
at Casa Paradiso, for the 
grand opening. The owners 
have decided not to include 
that as part of the event. 
Thanks anyway for agreeing 


possible to get this sorted out today? 50 percent, minus the deposit. We'll pay to help us. 
Could we perhaps have a phone call? the final 50 percent after the event. All the best, 
Yours sincerely, Let me know if you have any questions. Carlos 
Carlos Cheers, 
Carlos 
© Decide if the sentences below are true (T) or false (F). Correct the incorrect sentences, 
1. Carlos sent the contract to Constance about a month and a half ago. 
2. Carlos wants to speak with Lana on the phone, 
3. Carlos isn’t sure how many people will attend the grand opening. 
4 Carlos has already paid some money for the food. 
gc decent 5 The email to Jim is Carlos’ first contact with him. 
extra activities 6 Carlos wants Jim to come to the grand opening. 


5A Work in pairs. Student Ais a representative of M&PR 8 Asa group, decide what the 


and Student B works for Casa Paradiso. current priorities are for the 
It’s now 21 September, ten days before the grand project and answer the following 
‘opening. M&PR is meeting representatives from Casa questions. 


Paradiso to finalise the plans for the grand opening, Here 1. Will you try to continue the grand opening on the 


is the agenda for the meeting: planned date? Ifso, where can you hold the event? If 
not, what date will be suitable? 
AGENDA 2. Ifyou decided to change the date, how does that affect 
a - other parts of the project? What additional changes do 
Project: Casa Paradiso grand opening you need to make? 
Meeting date: 21 September 
Rees ae © Work individually. Write minutes for the meeting. 
: Use the form on page 135, 
1) Progress of hatel construction 4) Music Remember to: 
3 Rashes es 4 oe + follow the structure of the agenda in Exercise SA. | 
ve + include Discussion, Decision and Action for each 
numbered item, asin the minutes in Exercise 3A on 
‘Student A: Gi 135. Lee 
ne A: Go te page 135. + decide who is responsible for each action. 
Student B: Go to page 137. 
Work through the agenda for the meeting, sharing the © Work in groups. Compare your minutes. Are they 
information you have. similar? 
Teacher's resources: 
extra activities 


+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice) to 5 (I know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


BUSINESS 
WORKSHOP 4> Hand-made 


Lesson outcome Learners can consider market research and devise a marketing strategy. 


Background 1. Read the background and answer the questions with a partner, 


1. What does HappyPure make? 4 What are HappyPure's future plans? 
2. Whostarted the company and why? 5 What kind of hand-made products have 
3 Whoare HappyPure’s main customers you used in the past? 

atthe moment? 


HappyPure provides hand-made skincare creams for sensitive skin types. It was 
Created by Isabella Barco from Venezuela when she could not find any suitable face 
‘creams on sale for her sensitive skin. Experimenting with different natural ingredients 
and essential oils, she found a formula which really worked. She gave it to her school 
friends who all wanted to try it and they became her first customers, They told their 
‘mothers who then told their friends until she had a solid customer base. 

{sabella, who is now 18 years old and about to take her final school exams, works every 
‘weekend and every day after school to produce enough products to meet demand. Last 
month she opened an e-shop and was surprised by the demand for her products. 
‘Although she had planned to go to university, she realises that she has a really good 
business model and she wants to continue to expand the business full ime. However, 
she does not have the business experience to do it herself, Last week she got requests 
from a chain of beauty salons in India who are interested in using her products and a 
request from a Russian supermarket to sell her products. She now has to decide how to 
take the business global, 


Going global ~ 2A 42w401 Listen to the first part of a radio interview with a Global Supply 
what you need Chain Management Expert. Tick (V) the things he mentions, 


to know 


C1 keeping costs tow (J customerservice [) cross-cultural problems 
C2 delivering goods C1 setting up anew business 


B Listen again and complete these notes. 


Key factors for going global ) 
+ havingan efficent and ' supply chain 
supply chain mustn't be and dificult to control 
+ supply chain needs to support both new and*__ customers 


3A 48W 402 Listen to the second part of the interview and answer these questions. 
1 Why does Greg mention horse meat? 2 What does he say about Google? 


B Listen again and complete these notes. 


Things to consider 
production increases, cost of | , transport, payment terms, 
currency, amount of needed 


different» laws 
product * must remain high 
Global success depends on 


Teacher's resources: + learning quickly and being * 
extra activities 


Business workshop 4 


Supply chain 4a W403 Listen to the expert talking about a simple supply chain model 
and complete the diagrams below. 


1 Supply chain for organic apple juice start-up 


u local manvfacturer and ui friends 
: 2 : Walter and * 


2 Supply chain for expanding apple juice company 
new new warehouse and ———— 


o ‘manufacturer z online 


retailer 2 


& Work in pairs or small groups. Look at the problems below and indicate where 
they might occur in the supply chain. 


1 stock running out 4 increase in costs 
2. poor-quality product 5 customers can't find product in shops 
3. production delays 6 online order deliveries delayed 


Market research 5 work in pairs. Discuss what kind of skincare products are popular in your 
country with both men and women. Consider why they are popular and who 
the target markets are. Do both men and women use skincare products? 


Work in small groups. Discuss what research you think Isabella needs to do 
before selling into new markets. Consider these points and try to add at least. 


four more of your own, 
“aches rassianses + rules and regulations / legal system + marketing 
extra activities + potential customer base + shipping costs 
TASK 
7A Workin pairs or small groups. Choose a market 


Student/Group A: Look at the market research notes for India on page 135, 
Student/Group B: Look at the market research notes for Russia on page 136 
+ Exchange information about the two markets. 
+ Study the information together and discuss how HappyPure meets the 
market demands, 
+ Consider the potential difficulties of selling to those markets. 
+ Discuss what HappyPure must do now ifitis serious about 
going global. 


8 Work in two groups with people from both A and B. Hold 
meetings to come up with a strategy for HappyPure to go 
global. Here is the agenda. 


+ Which market should HappyPure enter: India or Russia? 
+ What changes will the company have to make to go global? 
+ Manufacturing 
+ Pricing 
+ Branding and marketing 

Next steps / action points 


© Share the results of your meeting with another group. 
Did you come to the same conclusions? 


Teacher's resources: 
extra activities 


How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to 5 (I know this well. 
Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


ce 5> Smart fabric 


Lesson outcome Learners can understand the principles of the marketing mixand talk 
about products. 


Background 1 Read the background and answer the questions with a partner. 
1. What kind of company is eFAB? 
2. What kind of company is TopCheng? 
3. What would you make out of eFAB’s new fabric? 
4 Would you wear a T-shirt or jacket made from this material? Why / Why not? 


FAB, a British company that develops and manufactures cutting-edge, 
technically advanced textiles, was approached by TopCheng, a fashion 
design company in Taiwan, to develop a new type of cloth - a’smart 
fabric. TopCheng wanted the material to look and feel like normal cloth, 
but to include a very thin electronic element, allowing it to change colour, 
to display a variety of designs and even to light up. Initial market research 
‘shows that people love the idea, so eFABS research and development 
team have created the new cloth and together with TopCheng’s marketing 
department and product development team have produced several 
prototype T-shirts, dresses and jackets. Now the teams are working out 
how best to place the products in the market. The next step will be to 
carry out more detailed market research. 


Market research 2A Read the extract from an email from the TopCheng Marketing Manager to the 
R&D Manager at eFAB. Answer the questions, 


1 Who does TopCheng expect to sell the Tshirts to? 
What do they say about the price? 
3. Whatare they going to do next? 


u 


After detailed consideration of the marketing mix of several possible 
products, we have decided to carry out further market research on a 
smart-fabric T-shirt. We have identified the target market as teens and 
early 20s who love technology. We can price the T-shirts at €35, so while 
that isn't cheap, they will be popular as a premium product, We pian to 
make them available online only at first, and to promote them on social 
media. The next step will be to test the product with focus groups. 


B 4)8W5.01 Listen to the focus group discussion about the smart-fabric T-shirt. 
Choose the correct words in italics. 


The focus group members 
have already / haven't yet worn the T-shirt. 
don’t think / think the shirt i fashionable. 
have a few / don’t have any ideas about other possible uses for the smart fabric. 


A wne 


Listen again. Make notes about the feedback on the product. 


Positive feedback Negative feedback Suggestions 


> 9% « 


Business workshop 5: 


The marketing mix Match each of the five sections of the marketing mix diagram with the best 
explanation (1-5) below. 


The location where a buyer can see and get the item or service 
‘An item or service that is created to meet a need 

The group of people who are expected to want the item or service 
‘The way a manufacturer lets people know about the item or service 
The amount of money a customer will pay for the item or service 


Target 

| market 

| / ‘Answer the questions. 

1. Which of the five circles represents eFAB's smart fabric, or things made from it? 

2. Which of the five circles represents the advertisements eFAB might create to sell its 
smart fabric? 

3. What does eFAB need to get high enough to make sure that the company earns enough 
money, and also low enough that customers will be interested? 

4, Which circle represents the customers that eFAB will try to sell to? 

5. If eFAB decides that their product will be available to order on the internet, which circle 
represents that? 


weune 


Considering options {BW5.02 Listen to a conversation between an eFAB Product Developer and 
a Marketing Manager. What product are they discussing? 


Listen again and make notes. 


Product: 
Target market: 
Promotion: 
Teacher's resources: Place: 
extra activities Price: 


Work in pairs. Student A is a Product Developer at eFAB and Student B is a Marketing 
Manager. Take turns to ask and answer questions about possible products. 


Student A: Go to page 133. Student B: Go to page 129. 
Now decide which of the three products below eFAB should develop. Say why. 
Think about which product might: 


+ have the biggest target market. i smart wallpaper 
+ earnthemostmoneyforthe company. [] road workersafety vest 
+ bethe most popular. 1D galing safety vest 


Work individually. Write an email explaining your decision about which product 
from Exercise 5 to develop. Use the email in Exercise 2A as a model. 


SSS 


¢ == 
+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (need more practice) to 5 (I know this well. 


+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. a 


BUSINESS a4 
WORKSHOP 6> Visitor safety 


Lesson outcome Learners can assess safety and security procedures for visitors to office and 
factory buildings. 


Background 1 Read the background and answer the questions with a partner, 

1 What kind of company is DIGAX? 

2. Whatis happening in six months’ time? 

3. Why do you think their safety and security procedures haven't been updated? 

4. What kind of new safety and security arrangements do you think the new manager 
might implement? 

5 Have you had experience of your property being stolen at work or college? If you have, 
why do you think it happened? 


DIGAX Limited designs and produces innovative accessories for electronic 
devices, Itis going to move its headquarters into a brand new office 
building and factory in six months. Security at the current premises has 
failed badly over the last year with staff property being stolen and 
‘competitors accessing confidential documents from company computers. 
The company has been in its current offices and factory for the past ten 
years. Unfortunately, the security is rather old-fashioned and consists. 
mainly of CCTV cameras. There are several entry and exit points, which 
allow people to enter and exit the building without records being kept. 
Visitors have entered the offices and factory unnoticed without checking 
in at the reception desk first. There have also been several accidents in the 
factory because proper safety procedures have not been in place and one 
of these accidents involved a visitor. Asa result of this, the company has 
now recruited a Safety and Security Manager who will be responsible for 
planning and organising the safety and security arrangements in the new 
offices and factory. 


Safety and security 2A Workin small groups. Discuss potential hazards you might find in a factory. Use 
these signs to help you. Then share your ideas with the class, 


8 In your pairs, design another sign you might find in other business premises. 


3A Scan the DIGAX report on page 137 about new approaches to safety and 
security and see if any of the potential hazards you came up with in Exercise 2A 
are mentioned. 

Read the report again and make a list of the following. 

Problems that may occur in the factory now 

Advantages of using robots 

Potential problems using robots 

Advantages of using biometrics 

Potential problems of using biometrics 


Teacher's resources: 
extra activities 


weune 
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Risk assessment 4A 46601 Listen to part of an interview with an expert talking about risk 
assessment in offices. Complete the notes. 


Risk assessment notes 
1 any hazards such as: 

+ trailing wires +3 and temperature of workspace 

+ damaged? +4 must be adequate 

+ machines without guards + office chairs -* resultsin sick leave 
26 risks 


w 


Create procedures to limit risk 


Decide what risks you might find in a warehouse. Think about these things: 
heavy boxes, forklift trucks, ladders, 


‘Complete the risk assessment form below and then complete it for two other 
risks you talked about in Exercise 4B. 


a 


RISK ASSESSMENT FORM Please complete and hand in to your manager 


1 Activity process i Lifting heavy boxes 
2 Potential hazards snl 

3 Whois at risk? Warehouse staff 

4 What have you already done to limit risk? 
5 
6 


‘What risk is there of the action you've already taken failing? People might forget to lift properly 
‘What action must you take in an emergency? 


Visitor information SA Workin small groups. Discuss the following statement. Why do you think this 
for factory visits might be true? 
“The person most likely to have an accident in a factory is a visitor.’ 


B Discuss the questions. 
1. What things might visitors need to know about before visiting a factory? For example: 

+ equipment - clothes/shoes « vehicles « fumes from equipment + emergency procedures 
2. What safety and security procedures should a company have for visitors to the factory? 

For example: 

+ ID + use of mobile phones + access to confidential areas 


GA Work in two groups, A and B. Discuss what procedures you will need to have in 
place at DIGAX for visitors. Use your ideas from Exercise 5B and make them 
specific to DIGAX, 

Group A: Discuss potential safety hazards in the factory and offices, e.g. 
equipment, electrical wires/cables, clothing, environment. 

Group B: Discuss potential security problems, e.g. access to buildings (office and 
factory), ID systems, who should be allowed access. 

Add any other information you think visitors need to know. 


In your groups, prepare a presentation for the DIGAX management team 
giving details of the procedures which you think the company should put 
in place. Then discuss what signs you will need around the premises. 


ta) 


Work in pairs, (one person from A and one from 8). Present your ideas 
to each other and answer any questions your partner has. Then, using 
information from both presentations, write a full report for the management 
team, Use the report in Exercise 3 as a model. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 


from 0 (I need more practice) to5( know this well. 
+ Goto My self-assessment in MyEnglishLab to reflect on what you have learnt. 


BUSINESS ‘ F 
WORKSHOP 7> Red Cushion Furniture 


Lesson outcome Learners can identify problems in customer service and find solutions. 


Background 1. Read the background and answer the questions with a partner. 
1 How did Red Cushion start? 
2 What does the company do? 
3 When did their problems start? 
4 What problems is the company facing now? 
5 Why do you think they have been unable to deal with the problems? 


Red Cushion, a furniture manufacturer based in Mexico, was founded by 
‘Alejandro Roja, who started designing and making furniture in his 
workshop at home. Today, Red Cushion has grown into.a multi-million 
dollar business producing modern, stylish domestic and commercial 
furniture made from sustainable natural woods. it hasa large domestic 
‘market and exports to North and South America and, more recently, some 
European countries. Over the years it has built up a reputation for 
providing excellent quality and style within a moderate price range. 
Unfortunately, since expanding their export market, there have been a few 
problems and complaints from both new and old customers. Firstly, their 
raw material suppliers have been unable to supply the increased amounts 
‘of wood required and the production line has stopped several times due to 
equipment breakdowns. As a result, orders have not been getting out on 
time. Furthermore, several key design staff and craftsmen have left the 
company. In addition, the customer service department is unable to deal 
with the increased number of complaints. 


Did customer 2A work in two groups. 
services get Group A: Read the two case histories below, 
it right? Group B: Read the two case histories on page 137. 


How well do you think each company dealt with the problem? Why do you think the 
company behaved in this way? 


Case history A Case history B 
A business executive arrived at his hotel late in the evening ‘One day, a man was fiying to visit his ninety-year-old 
after a very long flight. He had an important meeting the father, who was dying. He needed two flights to get 
following day in the afternoon, so he put the ‘Do not disturb’ there, but the first one was delayed, so he would miss 
sign outside his room so that he could sleep late to recover his connecting flight. He told the airline crew about his 
from the flight. The next morning, at seven o'clock, he was situation. The captain radioed head office and asked if 

| woken up from a deep sleep by a cleaner in his room. He was they could do anything to make sure that the man 

| furious and asked the cleaner to stop but she did not, probably ‘caught his onward flight. When the plane arrived forty- 
because she did not understand him. He called the Front Desk five minutes late, he had missed the connecting flight 
Manager who said there was nathing he could do. The guest by ten minutes. However, when he landed, an airline 
then demanded to speak to the General Manager but was told staff member took him straight over the runway to 
that he was on holiday and that there was no one who could another plane, It was his connecting flight, which the 
help him, Angrily, the executive got ready for his meeting, airline had held for him. He got to see his father just 

| which did not go well. before he died. 


5 Work in pairs, one person from Group A and one from Group B. Present your 
case histories to each other. 
Teacher's resources: 


extra activities © Work in small groups. Discuss what you would do differently in each situation. 


Dealing with angry 3A Read the customer emails on page 135 complaining about a Red Cushion 
customers product or service. Note down the answers to these questions for each one. 


What isthe problem? 
What upset the customer about the customer service? 
What does the customer want the company to do? 


wBwne 


Work in small groups. Share your answers to the questions, then together, 
decide what the best course of action would be for each one, 


A $8W701 Listen toa customer services expert explaining how to deal with 
‘angry customers and customer complaints. As you listen, complete the key 
notes with one word in each gap. 

Dealing with unhappy customers 
1 as fast as you can to sort out problem 
2 Check first before making any offers 


3 For written communication: reply immediately: apologise and promise to look into it 
and them asap 


4 Consider each problem asa 
5 Find as fast as possible 
6 Create customers by offering more than they expect 


Company policy 
Ensure that. staffhave authority to make decisions 
Provide good 

Create culture of. forthe customer 

Keep good of all communication with the customer 


o Swan 


Work in pairs. Choose one of the complaints from Exercise 3A and roleplay the 
conversation between the Customer Service Manager and the customer. Take 
turns to be the customer and the manager. 


5A Workin small groups. You work for Red Cushion and need to 

decide how to deal with the customer service problems that the 
company is currently experiencing. Look at the problems and 
complaints on page 136. 

+ Prioritise the complaints and decide what you should do first, 

+ Decide how to deal with each complaint (phone, email, letter to 
customer). 

+ Decide how to avoid these problems in the future. 


8 In your groups, present your analysis and solutions to the 
class. Include the following in your presentation: 

+ an explanation of how you prioritised tasks. 

+ how you decided which was the best method of communication 
to use. 

+ why you chose the ways to avoid the problems and complaints in 
the future. 


Inthe same or different groups, use notes from the 
presentations to prepare an information sheet that customer 
service staff can use in future. 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from Oi need more practice) to 5 (I know this well). 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


BUSINESS 


WORKSHOP 8> Global communication 


Lesson outcome Learners can identify and talk about communication problems. 


Background 1. Read the background and answer the questions with a partner. 
‘What sort of company is DaneAv? 

‘Whats the main language of communication within the company? 
‘What problem is DaneAv currently experiencing? 

Have you ever experienced a communication problem because of language or culture? 
What happened? 

When people are communicating in a second language, what can they do to try to make 
sure they have communicated clearly? 


pene 


DaneAv is a Danish manufacturer of aviation navigation equipment. They have 
subsidiaries in Vietnam and China, where they make their products, and sales and 
support offices in Hong Kong, Durban, Dubai, Paris and San Francisco. Employees 
imall of the offices communicate with each other on a regular basis using email, 
text messaging, video conferencing, telephone calls and face-to-face meetings ~ 
always conducted in English. While the business is generally very successful, 
‘employees at all levels in the company often complain that they feel that clear 
‘communication can be a real problem, and that misunderstandings are common. 
Some employees have even said that simple communication problems with days, 
dates and numbers have led to lost business. Top management is aware of the 
problem and would like to solve it, but they aren't sure what to do. 


ing 2A 48w801 Listen to two DaneAv employees talking about communication 

communication problems. From the list below, choose the type of communication problem (a-d) 
each speaker is having. 

problems 

Speaker]_______—Speaker2 

an accent that s very difficult to understand 

different cultural approaches to communication 

important information not shared 

paperwork overload 


Listen again and answer the questions. 

a Which two nationalities were involved in the situation? 

b What did the speaker expect of the dinner meeting? 

© What did the speaker learn? 

a How often is the speaker supposed to provide a sales activity report? 
b How often would she like to write the report? 

How does she describe the performance of the sales team? 


Ho ance 


y 


a 


‘Answer the questions. 
How would a Vietnamese businessperson travelling to South Africa probably expect 
todo business? And what would he/she probably experience doing business in South 
Africa? How do you think he/she would feel about it? 


Which culture is more like your home culture - Vietnam or South Africa? 


” 


Teacher's resources: 
extra activities 


xu 


3A Read the email exchange on page 138 between the Denmark-based Product 
Manager, Frederik Jensen, and Research and Development Manager, Mr Lau. Are 

the plans for Frederik’s trip going well so far? Why? / Why not? 

Read the next email exchange on page 136. Answer the questions, 

What does Mr Lau report? 

Will Frederik need to change his presentation plans? Why / Why not? 


veo 
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{> 8W8.02 Listen. Decide if these sentences are true (T) or false (F). 
Frederik feels that the situation is more stressful than it should be, 

He blames Mr Lau for the incorrect placement of the power switch. 

He doesn’t understand why Mr Lau needed to ask him what to do, 


*¢)8W 8.03 Listen. Choose the correct option in italics. 

Mr Lau knew / didn’t realise the placement of the power switch was important. 

Mr Lau asked for Frederik’s advice because he didn’t know what to do / to show respect. 
‘Mr Lau’s actions were based on his own cultural understanding of / company rules about 
how people should work together. 

At this point, how does Frederik feel about the situation? How does Mr Lau feel? 
Think about who: 

thinks the other person should have behaved differently. 

has worked hard to make sure the model is correct and the presentation will go well. 
wants the company to succeed. 

is aware of how the other person thinks and feels. 


wvemuned 
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Solving problems 5 Read the email. What problem does it discuss? What solution does it offer? 


Thursday, 4 May | 15:07 Guongzhou (09:07 Copenhagen) 


To all employees, 
We are aware that recently, many of you have felt that communication among the 
offices globally has at times been difficult. We would like to address the issue by hiring 
a specialist consulting firm to deliver some training in cross-cultural communication, 
We feel that as @ global company, this will help all of us to improve our communication 
skills, and increase the chances that we're all playing by the same rules. 
We will be in touch again soon with more information about the times and locations 
of the training. 
‘We will review the situation again after six months. 
It you have any questions, please don't hesitate to get in touch. 

ED wesc lgmar 

extra activities 


GA Work in small groups. Igmar has suggested cross-cultural communication 

training for employees. Decide which of these other ideas might be effective. 

+ Gather key employees from all offices for a formal meeting to discuss ways to 
improve communication 

+ Arrange an informal weekend away for all employees at a beach resort, so people 
can get to know one another 

+ Offer employees more opportunities to work in offices outside their own 
country for two or three months at a time 


8 Using the email in Exercise 5 as a model, write an email 
explaining your solution. 


+ explain the problem that you are addressing. 

+ explain the solution you have chosen. 

* give reasons why you think the solution will work. 
+ invite employees to ask questions or give feedback. 


© Work in pairs with someone from another group. 
Present your ideas. Did you reach the same 
conclusions? 


+ How successfully have you achieved the lesson outcome? Give yourself a score 
from 0(| need more practice) to 5 (1 know this well. 
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. 


Self-assessment 


1.1 Transferable skills 
1 Complete the text using the words in the box. 


attitude communication determination 
goals integrity player outside thinking 


Geoff works hard and has a can-do 
which makes him a very good team ® 

Hehasa ot of ‘and never gives up when 
things are difficult. He also uses critical + to 
solve problems and is able to think the 
box. He sets realistic for himselfand his 
team.Geoffshowshehasgreat’?____—-he 
never blames other people for his mistakes. All this, 
together with his excellent ® skills, makes 
him a valuable employee. 


2 Complete the sentences with the correct form of 
the words in capitals. 


1 Ewaisvery___and can workin 

many different job areas. ‘ADAPT 
2 Weneed people todo 

this kind of work, RESOURCE 
3 ____isan important quality for this job 

We can’t have someone who is often late 

or off sick. DEPEND 
4 Hedoesn’t have as much 

as we would like, CONFIDENT 
5 | would like to see more 

in the way he works. FLEXIBLE 
6 Wewant someone who i 

toreach the top level. AMBITION 
7 1am____about the work do. PASSION 
8 {like ajob which gives mea lot of 


to make my own decisions. INDEPENDENT 


1.2 Advice and suggestions 


3 Complete the sentences with the correct form of 
‘the verbs in brackets. 


1 You should (write) a blog about your 
work placement. 

2 Why don't you (go) toa networking 
meeting? 

3 How about. (give) me an example of your 
creative skills? 

4 Hecould (send) his details to the company. 

5 Whynottry. (use) social media to find 
ajob? 

6 You shouldn't (lst) all your hobbies, just 
afew. 

7 You ought (find) out about the company 


before the interview. 


Functional language 


1.3 Asking questions to build rapport 


Complete the conversation with one word in 
each gap. 

A: So, you worked in Brazil. How + did you 
work there? 


B: A couple of years. 

Ae ‘exactly did you work? 

B: Recife, Do you’ i? 

A: No, I don't. did you like best about it? 
B: [twas a great place to live and work. 

ASS did you come back to live in the UK? 
B: Last month. 


1.4 Networking at a careers event 


5 Put the words in the correct order. 
1. me/experience / about  tell/ more / could / your / you? 


2 you/put/in/ with /me/ charge /the / touch / person / 
in/can? 

3 questions /like /ask/a /the/ few / about /to//you /'d 
/company. 

4 your /for / you /time/ thank, 

5 your/are /job / enjoying / how / you / new? 

6 week/ you /a/ give / could / call / next/1? 


1.5 Introducing yourself 


Complete the email using the phrases in the box. 


anyquestions appointed as byemail feel free 
hope tomeet similar position tomeeting you 
would like to 


Dear colleagues, 

B introduce myself. | have just 
been? the new Sales Manager 
for KINDLO plc. Before | joined KINDLO, | was 


working in a® ina much smaller 
company, 

1 you all on Friday, but please | 
2 to contact me & or 


phone if you have 7 before then. 
I very much look forward ®__allin 
person. 

Kind regards, 


2.1 Sectors and industries 
L Complete the sentences using the words in the box. 


automotive agriculture card drilling 
extraction financial manufacturing primary 
retail secondary tertiary 


Functional language 


2.3 Interrupting and dealing with 
interruptions 


3 Complete the conversation using the phrases 
in the box. 


1 Alia works in__services and has a job ina 
credit_____ company. This kind of business is in 
the sector. 

2 Most economic activity is in the. sector 


with most of the population working in 
(animal farming, crap growing, etc). 


3. We make furniture in our factory, which means that 
we're in the industry. Therefore our 
businessispartofthe___sector. 

4 TheJapanese__industry is strong, with their 
vehicles sold worldwide. 

5. That supermarket chain is one of the most successful, 
companiesin the industry. 


6 The of raw materials is part of the primary 
sector andincludes things such 5 coal ining, and ges 
and oil 


2.2 Past Simple and Past 
Continuous 


2 Complete the text with the Past Simple or Past 
Continuous form of the verbs in brackets. 
Afew years ago, while!*__(study) 
engineering at university, |2 (have) to 
spend three months as an intern ina large engineering 
company. Oneday,!?___(work)in the office 
when |*___(meet someone who changed 
my life. While1*___(explain) one of the 
projectsi*___(be) responsible for toa visitor 
who?___ (own) a company, he suddenly 
*__(offer) mea job with his company, At 
first!®____ (not hear) what he said, so he 
__ (repeat) the offer. He 
(wait) for me to reply when my manager ® 
(interrupt) us and asked the visitor, ‘What are you 
doing?’‘rve just offered your intern a job!’ he replied. 
Tm now Senior Engineer in a very successful company. 


before wespeak can! forinterrupting 
going backto Iwasmaking justsay something 
sorry to interrupt. 


‘Anna: Let's look at the new project in Paraguay first. 

Benito: I'm? , but | think we should discuss 
the construction projectin Rio first 

‘Anna: Well?____about that, let me just say that 
Paraguay is the most urgent item on the agenda. 

Carlos: Can*___here? Benito’s right. Rio's more 
urgent at the moment. 

‘Anna; *_____what was saying, | know Rio's 

important, but if we don't finalise Paraguay first. 

Excuseme*__but... 

‘ just finish my point? The point 

7 was that Paraguay is really urgent 

atthe moment. 


2.4 Leaving a voicemail message 


4. Choose the correct option in italics to complete the text. 
Hello, *this /here is Johannes Marks from JOHAMA Supplies. 
‘This is a®phone / message for David Kiteman. m returning 
/ getting back your call. Please ‘call back to me / call me 
‘back so we can discuss the contract in more detail And, er, 
can you call meon my mobile please as 'm away from the 
office all day? Could you ‘get /call back to me by the end of 
the day? | look forward to Shearing / returning from you. 


2.5 Emails - Action points 


5 Complete the email using the words in the box. 
There are three extra words you do not need to use. 


aware by decision decide involve know 
‘organise meeting with 


=a 

As you'____, we're going to build a new 
factory. The project will*@____a lot of planning, 
so we had a?_____ to discuss the next stages, 


sig are the key action points: 
‘on location for factory 
choose construction company 
permissions (Barbara) 
ian schedule Juan & end of month) 


3.1 Managing projects 
1 Choose the correct option in italics to complete 
the sentences. 


1 We have reached an important milestone / setback in 
the project, so we're celebrating, 


2 There has been another risk / setback with the project 
and it’s now behind schedule. 


3. We don’t anticipate / manage any further problems or 
delays with the project. 


4 Itsimpossible to accurately anticipate / predict the future. 
5. AProject Manager is responsible for milestone / risk 


management - planning for possible problems. 
Word building - verbs and nouns 


2 Complete the email using the correct form of the 
words in the box. 


add attach decide construct identify 
investigate solve suspend 


Dear all, 
N've made a * to change the project 
schedule after several * problems 
delayed the building project. We failed to 

problems with the quality of some materials and were 
unable to find a 4 to the problem quickly, 
In*____to this, poor weather conditions are 
also causing delays, Therefore we decided to 

‘ all work for a week while we ” 

why we had quality issues, 


Please see ® for further details. 


3.2 Comparatives and superlatives 


3 Complete the text with the correct comparative or 
superlative form of the words in brackets. 
Thisis our (big) project at the moment but 
itis progressing” (quickly) than we would 
Like. One problem s that not all employees are 
3__lexperienced) as we would like and we are 
currently looking for people who are* 
(experienced). Everyone is working 
(hard) as they can to try to finish the project on time. 
Secondly, although the budget is ® (large) 
than any of our other budgets, there are problems with 
a new material. We used it because it was the 
1 (expensive) - everything else cost much 
more - but the quality is not ® (good) 
aS we expected. AS a result, the job is taking us much 
(long) to complete. Next time we must 
use®_____(good) quality materials. 


Functional language 


3.3 Giving and responding to instructions, 
standing your ground 


4 Complete the dialogue using the phrases in the box. 


candoit compromiseon leave it 
like you to think about need you to meet, 
‘no problem there's flexibility up to speed 


Piotr: Can you bring James’ on the 
projectso far? 

Alicia: Of course. It’s going well but we really 
2______the new deadline. 

James: Sure, 

Alicia: We'd also* shift work, too, so you 
can complete the work on time. 

James: The staff refuse to work shifts. They won't 
5 this. We can’t afford to lose 
them. 

Piotr: I'm sorry,*___on this. We've decided 

s the best way forward 

James: |thinkwe? without the need for 
shift work with me. lsortitout. 


3.4 Asking for and giving updates 


5 Choose the correct option in italics to complete 
the sentences. 


1 The new design is in progress / up to date and | expect 
to complete it today. 

2 Where / What are we with the new design? 

3 What's the last /ateston the Indian contract? 

4 Can you please give mea schedule / an update on the 
construction? 

5. How are we happening / doing with the project 
scheduling? 

6 I don't see any impediments / deadlines at the mament. 

7 We hope to finish / follow up drawing up the plans today. 


3.5 Email requesting an update 


G Match the sentence halves, 
1 Idliketoknow a _ meknow what supplies you need? 


2 Wouldyou mind b possible to visit the site tomorrow? 
3 Idliketo € grateful if you could do this for me. 
4 Couldyoulet ifthe projectison schedule, 

5 Would it be request a meeting with the project 
6 tdappreciate manager. 

7 could you f ‘tifyoucouldgvemesonemnore 
ein bevely sending me the staffiles? 


zo 


possibly send me photos ofthe site? 


4.1 Global markets: adjective 

and noun collocations 

1 Complete the sentences using collocations made 
from the words in the box. Use the clues in brackets 
to help you. 

brand consumer goods tocal luxury 

marketing preferences strategy target 

territories 


1. Whatare your ? 
(the Spee 
2 What’syour___ 
(plan for selling apron 
3 Wesell towealthy people. (high-end 
products) 
You have to know what the. 
different markets want) 
We are a major. 
(awell- known prodic Bought by individual) 


. 


are. (what 


Word building 


2 Complete the sentences with the correct form of 
the words in capitals. 


1 The____of luxury goods has 

decreased in the past year. CONSUME 
2 We_____inmakingleather goods. SPECIAL 
3 Itis____toinvolve local people 

in the marketing PREFER 
4 Weneed to. the system so 

everyone has the same information, ‘STANDARD 
5. We have seen a considerable 

insales in the last two months. GROW 


4.2 Present Simple and Past 
Simple passive 
3 Complete the text with the passive form of the 
verbs in brackets. 
We produce healthy food products, which 
(sell) around the world. The business? 
{found in 2004 when only three people 
(employ). After six months my 
fo which was our production facility, 


4___ (expand) and in two years a new 
factory’ (build), Healthy food products 

‘ first (export) in the second 
year, when they ” (Ship) to the USA for 

the first time. This expansion meant that six offices 

‘ (opened) in different US. cities. Currently 
3,000staff® (employ) worldwide and food 
» (produce) in ten countries, 


Functional language 
4.3 Changing the subject and staying 

on track 

4 Complete the conversation using the phrases in the 


box. There are two extra phrases you do not need 
touse. 


agoodmoment cometothat getback {forget 
plenty oftime reminds me wonder if we could 


A: Excuse me, | talk about the new office? 
B: Yes, of course. The building's nearly complete. We'll 
‘open on schedule, next month, 


As Is this? to start talking about the opening 
party? 
B: We'll? later. We need to have a video 


walkthrough of the furniture layout first. 

A: That* my new sofa's coming today. I've 
got to go home to wait for it. 

B: OK, but before you go, can we get backto the furniture? 

A: Of course. But before * we need to order 
more desks. s that OK? 


4.4 Reaching agreement 


5 Complete the conversation with one word in 
each gap. 
A: Ithink we! change the design of our logo. 
B: tm sorry but don't agree*___you. Why 
we just change the colour? 
A: Actually, that's not a‘ idea. it'd look better 
inred and green. 
€: Sorry, 'm not agree. We need to do 
something, but changing the colour isn’t enough. How 
+ if we ask the staff what they think? 


4.5 Letter confirming an order 
G Choose the correct option it italics to complete 
the text. 


"This / That is to confirm your order no. 4536 for 100 
BK workstations, [also confirm that we will ‘distribute / 
deliver the workstations to your head office on Friday. 

‘The *unit / item price of the workstations is £200 
and, in addition, we are offering you a ‘refund / discount 
of 10 percent providing you pay for the goods on time. 
Our ‘payment / account terms are 30 days after invoice 
date and I “enclose / involve full terms and conditions for 
your records. 

We “appreciate / thank you for your business and look 
forward to *supplying / receiving you again in the future. 
Ifyou have any “orders / queries, please do not "hesitate / 
‘stop to contact us. 


5.1 Technological innovation 
1 Choose the correct option in italics to complete 
‘the text. 


Today, customers are always looking for something 
different. This is probably because in today's ‘disrupted 
automated word full of innovation / interaction, 
everyone seems to follow the same trends and ends up 
with the same products despite the fact that there is far 
more choice / custom than ever before. Furthermore, 
many people spend their days ‘swiping / interacting 
with machines rather than other people, so they may 
feel little disconnected. Consequently, by offering 
Scustomised / disrupted products, companies offer 
something abit different and perhaps make customers 
feel more human and individual again. 


Describing innovative products 


2 Complete the sentences with the adjective form 
of the words in brackets. 


1 Ithinkthe new car design isvery__ style). 

2 This phone uses the most. (advance) 
technology available, 

3 It’s important to offer user-. (friend) 
products. 


4 The company has a reputation for making very 
(good, design) products. 

5 People want to buy brand whose quality is 
(depend). 


5.2 Present Perfect Simple with 
just, already and yet 

3 Write sentences or questions in the Present Perfect 
Simple using the words in brackets, 

(already) we / build / three factories this year. 

{yet they / not export /to USA. 

(just) Mr Kite / become/ Sales Manager of the Year. 
(Vet) you / finish the designs for the new product line? 
(just) Liam / get /a new job? 

just) the boss / send me an email. 

(yet)|/ not /start my new job. 

(already) she /finish the report. 


evaueune 


Functional language 


5.3 Asking open and closed questions 


4. Decide if these questions are open (0) or closed (C). 
Tell us about the new product line. 

Have you worked in packaging design before? 

How long willit take to finish the product? 

Can we change the meeting from today to tomorrow? 
‘What do you mean exactly? 

Has the machine stopped working? 

Where did the delivery go? 

Why did the customer make a complaint? 


” 


eVaunuaun 


5.4 Describing features and benefits 


5 Match the sentence halves. 
1 Thenew dishwasher a allowsit toheat up without 


comes with using electricity. 
2 Thenewmachine bb tofit the machine neatly 
comes in into a kitchen. 
3 Itisdesigned ‘© measures 60 cm and the 
4 The use of special other SO.em. 
crystals d. lots of new features. 
5 Therearenohandles, ‘silver, white and black. 
6 This makes it easier f which means that there are 
7 There are twowidths: _obitssticking out. 
one 9 for daily family washes. 


5.5 Product review 


Complete the review with one word in each gap. 
The first letter is given to help you. 


LL Ens 
HLX Multi-cooker 


Rating: kk ks 
We'c this cooker because the adverts said 
it?p____more economically than most 


competitors, which is true. Italso has a long-lasting battery 
in case there is a power cut, | was! by this 
innovation, which means that you can cook for six hours 
even if there is no electricity. “A good thing 
is that it has a built-in microwave so everything is in one 
unit. However, °w___| liked most how was how 
quickly everything cooks in the main oven. 


©. thing | didn’t like was the colour - there 
iso choice, only black - but the main ”d@___ 
is the price, which is about 10 percent higher than other 
similar cookers. Nevertheless, if you want an efficient 
cooker, we f 


the HLX Multi-cooker. 


6.1 Health and safety 
‘L Complete the paragraph using the words in the box. 


defenders drops fit handle hold injures 
issue masks pose record resistant visibility 


Companies must evaluate anything which could 
1___arisk of injury to their employees. 
‘Therefore they must? staff with protective 
clothing such as high______jackets and 
personalssafety equipmentsuchasface’__——, 
cut$____glovesandears__if 
necessary. When working with machinery, the company 
must make sure they side guards to all 
dangerous equipment. I the job involves waste material, 
staff need to know how to! itcorrectly 
and the company must, regular training 
programmes. Companies must ™ all 
accidents that happen on their premises. So, someone 
u______aboxontheirfoot and? 

themselves, it it must be written down. 


6.2 Modal verbs of prohibition, 
obligation and no obligation 


2 Choose the correct option in italics to complete 
the sentences. 


1. Everyone must / needs sign in at reception. 

2. You don't have / mustn't to leave your phone at reception. 

3. However, you must /have to turn it off while you are on 
the premises. 

4 When I visited the factory last week, | didn’t have / don’t 
need to wear goggles like last time. 


5 Weneed / must always accompany visitors when they are 
inthe building, 

6 You didn’t need to / didn't have check the stack yesterday. 

| did it two days ago, 

Do we need / have to work ate tonight? 

Do we have / Must we wear our visitor badges while we 

are in the building? 


on 


Functional language 


6.3 Explaining rules and requirements 
3 Complete the table with one word in each gap. 
planing) The machine:____beawtched 
rules off at the end of each day, 
You?___to deliver the items 
by Friday latest. 
Stating your |*_ you deliver the goods 
te TES | today or we wil find another supplies. 
Wecan'tfinish’___youincrease 
the budget. We need more money. 
Maran a) fin sure we wentthe some’ 
siti Ican®___you’ve already done 
eee ct ciworkon this. 


6.4 Resolving a conflict 


4. complete the conversation using the phrases 
in the box. 


‘come toa compromise from both sides 
how youfeel nothappywith really appreciate 
suggestion is toanagreement we proceed 
why don’t we 


‘A: We need to find a solution to this supply problem as fast. 
aspossible. 

B: | totally agree. However, | can see it: 
We can't produce the stock quickly enough and you 
have customers waiting, So how do 


AD. it’s difficult for you, Jack, but ve got 
anidea 

B: Go ahead. 

A My¢ that we get another factory to 


produce the extra stock for now while we expand our 
‘own capacity as soon as possible. 

B: I'm sorry, but I'm * that. | think we need to 
Sed anew permanent soppler inmeriaay, 


A: Lknow but we've had a long business 
aceei Ithink we need to” onthis. 


B: OK.* discuss the details with the supplier 
you were thinking of? Mayve we can come 
(on this that’s good forall of us 


6.5 Instructions and warnings 


5 Choose the correct option in italics to complete 
the sentences. 


Don’t / Mustn’t enter the factory without the correct. 
r 


” 


Careful / Beware of all moving machinery. 


‘Make / You must sure you are wearing your ID badge 
atall times. 


You are forget / not allowed to take anything out of 
the factory. 


You don’t / mustn't take any photographs. 
Don't beware / forget to put any valuables in a locker. 
Watch / Make out for overhead cables! 

Be careful / sure of slippery floors. 


. 


evan 


7.1 Customer service 


1 Choose the correct option in italics to complete the 
sentences. 

1 Our premium / ‘no-frils’ service offers customers extra 
quality and features. 

2 Wealso offer class / priority boarding so you can board 

the plane before other passengers, 

His body / business language showed he felt 

uncomfortable ~ he kept moving around. 

We like the personal / priority attention we get from the 

staff. 

5. We finally reached a very satisfactory / satisfied 

conclusion. 

The job is very undemanding / demanding and stressful, 

so | get very tired, 

7 They were apologetic / apologise about the mistake and 
gave usa free flight. 


= 


2 Complete the paragraph with the correct 
preposition. 
Sophie was always anxious * travelling. 
She usually travelled by tain, but was never satisfied 
the service on them. Nearly every time 
Fe travelled, she complained » the train 
company something or other. 


7.2 Verb + to-infinitive or -ing 


3 Complete the sentences with the correct form of 
the verb in brackets. 


1 Idon'tlike (wait) a long time for someone 
to answer the phone. 

2 Wecan'tafford (waste) time. 

3 Wecan'tavoid (make) changes to the 
company structure. 

4 They forgot (pay) their energy bill tast 
week. 

5. Doyouremember. (Sign) the contract with 
the supplier last year? 

6 Thecompany agreed (refund) customers’ 
money, 

7 Hefailed (tell) his boss what he was doing. 

8 Joanna didn’t want. (find) a new job. 

9 The phone kept. (ring) all day. 

10 He promised (help) me finish the report. 


John’s handling / handle of the problem was really good. 


Functional language 


7.3 Responding to customer concerns 


4 Complete the conversation using the phrases in the 
box. There are two phrases you do not need to use. 


absolutely right confident we'll correct about 
filledme havetosay letmespeakto toldme 
wanted to make sure that 


Pablo: Hello, Pablo here from Pabkitchdesig. just 
everything is OK. Jorge 
has? inon the problem with 
finishing your kitchen. 
Customer: He said that it’s going to take another week 
tofinish the job. That's not acceptable, 


Pablo: He’s*__that. It's going to take 
longer than planned, but your kitchen will 
look fantastic. 

Customer: | that fm really not happy 


about this. We've got a party this weekend 
and we need the kitchen working. You 
promised it would be finished this week. 


Pablo: *__Jorge again and see if we can 
speed things up. 'm®. come up 
with a solution, 


7.4 Discussing and presenting ideas 


5: Cotes the correct option in italics to complete 
the text, 

We think that it’s important to have competent staff so 
think the first thing we need / should do is brainstorm as. 
many ideas as possible and we “want / suggest everyone 
writes them down. Otherwise / Basically, it’s about 
getting as many ideas as possible, Then we can see what 
we all ‘come / get up with. What / That we want to do 
is make sure that we really think through all the ideas 
before we choose the best ones. 


7.5 External ‘thank you’ email 


6 There are seven incorrect words in the email. 
Write the correct words below. 
We are ‘sending to thank you and your staff with your 
help with organising our conference. | would also like to 
make this opportunity to thank Ms Anita Freund who 
was especially ‘unhelpful. 

The conference went very smoothly despite a few initial 
problems, which your staff handled out very quickly. 
Thank you Saver again forall your excellent work and we 
look forward to working with you again at the future. 

5 


8.1 Digital communication 


1 Choose the correct option in italics to complete 
‘the text. 
Itseems that people are ‘overloaded / caught by emails 
these days. People are always replying / checking their 
emails and social media sites on their phones. Are you a 
Smaster/ servant or a slave to technology? How quickly 
do you ‘reply / check to emails and messages? Some 
people have a special time when they ‘catch / write up 
‘on these instead of interrupting what they are doing and 
responding immediately the messages come in. 


2 Complete the sentences using the correct form of 
the words in the box. 


benefit organise perform produce transform 


1 The company is hoping to increase. inthe 
factory next month, 

2 We planto a large staff party to celebrate 
the company anniversary next year. 

3. The staff have just had their review and 
think we need to discuss some changes. 

4 The company offers great. to its staff such 
as health insurance. 

5 Wehaveseen a huge. in the way people 


workin the last few years. 


8.2 First and second conditional 


3 Complete the paragraph with the correct 
conditional form of the verbs in brackets. 


If we moveto bigger premises it?___ (be) very 
disruptive for staff and customers during the relocation 
f12___(be) the boss,13___think) 


very carefully about making this decision, + 

(not spend) all my profit on a relocation at this stage 
Staff (have) to travel much further to get 
to workif this move goes ahead. And it won't affect just 
staff, but customers as well. Feedback from customers 
suggests that they will look for other suppliers if the 


company*___(do) this. we communicated 
better with the staff, we”. (Gee) that this 
is not the solution, If thave) my own 
company,l*____(niot do) anything without 
talking to staff and customers first. f the move goes 
ahead, there ® (be) many problems. 


Functional language 
8.3 Closing a deal 


4 Complete the cialogue using the words or phrases 
in 


leaves sums sumup return understand 


A: So that just about! itup. We've agreed 
on the delivery dates. 

B: But that still? the question of a discount. 
We really need 10 percent. 


‘A: Sowhat you mean is, you won't give us this order if we 
Can't offer 10 percent? 

B: That’s right. 

‘A: Asi?____it, we're still much cheaper than our 
main competitors. Our last offer is 8 percent. But if 
you increase your orders to £10,000 per month, then 


int we would be prepared to give you 
10 percent. 
B: So, to’ , you'll give us a bigger discount. 


8.4 Talking about priorities 
5 There are five incorrect words in the dialogue. 
Write the correct words below. 


‘A: We must complete this report on time. It's of the ‘entire 
importance. Please do it your number one “importance. 
You can't put it‘on any longer. 


B: Not possible, Im afraid. m meeting clients today but Ill 
putit in my ‘security right now for first thing tomorrow. 


‘A: Thanks. appreciate it. 
1 3 5 
2 4 


8.5 Short report 
6 Complete the short report using the phrases in 
the box. 


‘itisrecommended it looks at why it also seems that 
itwas found  itwill make recommendations 
‘one of the key problems this report aims to 


1__outline the causes of customer complaints, 
which have risen dramatically in the last two months. 

z ‘customers are unhappy and analyses why 
the complaints occurred. Finally,» about 
action to take now and the changes required to avoid a 
repeat of these problems . 


a is that customer orders are late or incorrect. 
5 that staffin packing and distribution were 
unhappy because of shift changes. © some of 


them are not checking the orders property.” 
that we discuss the shift changes with staff and try to come 
toan agreement which is good for both sides. 
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Pronunciation bank 


Introduction 


Syllables, stress 
and intonation 


The sounds of 
English 


Pronunciation is important because even if you use the right words and the right 
‘grammar, you won't be able to communicate effectively if listeners can't understand 
your pronunciation easily. Awareness of the key elements of pronunciation will also 
help you to understand spoken English better. 


Different words have different numbers of syllables: 

Lsyllable grow, growth syllables inster-viewser, covoredienate 
2syllables prod-uct, re-port Ssyllables char-aceter- 
syllables in-ter-view, pro-duc-tion 6 syllables _reesponesic 
Inwords with more than one syllable, one of the syllables is stressed, i.e, clearer, louder 
and longer than the other syllables, and it carries the main intonation, ie. the movement 
of the voice up or down: 


In longer words and compound nouns there is often a secondary stress, ie. a less strong 
stress earlier in the word: 

characteRIStic responsiBllity mobile PHONE 

Stress is important in making words recognisable, and stress and intonation are used 

to highlight important information: 

A: Are you still using that same old comPUter? _B: No, I've got a NEW one. 

‘A: Did you get it as a PREsent? B: No, | BOUGHT it. 


‘These are the sounds of standard British English and American English pronunciation. 
‘See also the section ‘Varieties of English’ on the following page. 


AZSa23 rues 3 PELREER E22 075 


‘AW means that many American speakers use a voiced sound like a quick /l/ forthe // in words ike city, party, litle, 
‘shows along vowel 


Sounds and 
spelling 


Using a dictionary 


Simplifications 


Varieties of English 


In English, the relationship between spoken and written language is particularly complicated. 


The same sound can be spelt indifferent ways, e.g 
+ /av/ slow go loan toe although know 
+ (sl sell science cent 


The same letter can be pronounced in different ways, e.g. 
+ the letter u can be pronounced /v/ asin cut, /u/ asin full, />:/ asin sure in British English 
(r /a/ as in busy, 
+ the letter s can be pronounced /s/ asin sell, /z/ as in easy, /f/ asin tension or /3/ asin decision. 


Once you are familiar with the phonetic symbols in the table in The sounds of English section, 
you will beable to use a dictionary to find the pronunciation of any word you are unsure about 
‘As well as the sounds in a word, dictionaries also show word stress, Look at this dictionary 
entry for controversial: 


con-tro-ver-sial /kontravsjal/ adj causing a lot of disagreement, because many 
people have strong opinions about the subject being discussed 


+ The'sign shows you that the syllable immediately after itis stressed, 
+ The, sign shows you that the syllable immediately after it has secondary stress. 
+ The:sign shows you that the vowel slong. 


Innormal everyday speech, however, words often do not have the same pronunciation as 

shown in dictionaries, Tiss important for listening, Vowels in stressed syllables are usually 

pronounced clearly, but otherwise speakers make various simplifications: 

+ Some sounds are missed out, e.g. facts can sound like ‘facs’, compete can sound like 
‘cmpete’, characteristic can sound like ‘charrtristic’. 

+ Some sounds are merged together, e.g. on Monday can sound like ‘om Monday’, ten 
{groups can sound like ‘teng groups, this show can sound like ‘thishow’. 


English is of course spoken by some people as a first language, but its spoken by much 
Larger numbers of people who learn it as an additional language and use it asa lingua 
franca for international communication. 


Theres a large amount of variation in how English is pronounced: 

Variation among traditional ‘native’ accents such as British, American and Australian 
‘There are even considerable differences between the accents of different regions of the 
United Kingdom. 

Variation among accents of English asa lingua franca, with many of the differences 
caused by the influence of speakers’ first languages, e.g. Japanese speakers often do not 
distinguish between /V and /r/, and Spanish speakers often add an /e/ at the front of 
words beginning with /sp/, /sk/ and /st/. 


Consonant sounds are generally similar in different varieties, but there is much more 
variation in vowel sounds - both the number of vawel sounds used and the exact quality 
ofthe sounds. 


Inthe audio and video recordings which accompany this course - and in your everyday tife 
‘and work - you will hear speakers from various English-speaking and non-English-speaking 
backgrounds communicating successfully with each other despite such differences in 
pronunciation, For example, many speakers do not use the /@/ sound of ‘think’ and the 

76] sound of ‘then’, but this does not generally affect their ability to make themselves 
understood. Particularly important things to concentrate on include: 

+ word stress, 

stress and intonation in phrases and sentences, for highlighting important information, 
consonant sounds, 

groups of consonants at the beginning of words - e.g. strong, 

the difference between long and shart vowels. 

Good pronunciation does not necessarily mean speaking like a ‘native’ speaker, it means 
being understood by others when communicating in English. Awareness of pronunciation 
principles and regular pronunciation practice will help you improve your speaking, but also 
your listening comprehension, 


Lesson 1.1 > 
Word stress 


We can record the stress pattern of a word by using 
a large circle for the stressed syllable and small 
circles for the unstressed syllables. For example: 
performance 000 This word has three syllables, 
per-form-ance, and the second syllable is stressed. 


‘L. Work in pairs. Write the words in the correct place 
in the table according to their stress pattern. 


adaptable adaptability computer confident 
dependability flexible independent motivation 
passion people reliable resourceful 


Lesson 2.2 > 
Stress in compound nouns 
and noun phrases 


In compound nouns and noun phrases the main stress 
may fall on either word: 

climate change, fossil fuel 

Stress on the first word is more common. 


‘L_ Work in pairs. Undertine the word with the main 
stress in these compound nouns and noun phrases. 


backup power electricity bill energy supply 
| global warming greenhouse gases power cut 
solar panel wind energy 


2 4101 Listen and check. Then listen again 
and repeat. 


3 Work in pairs. Clap one of the stress patterns in 
Exercise 1. Your partner says one of the words 
that has this stress pattern, and uses it in a phrase 
or sentence. 


Lesson 1.2 > 
Voice range 


Using a wide voice range will help you to sound 
interested and enthusiastic. 


‘L$ P102 Listen to two versions of these questions. 
Which version sounds more interested and 
enthusiastic, the first or the second? Tick (/) a or b. 

1 Why don’t you send an email to some aD oOo 
companies? 

How about setting up your own website? a) bL) 

Why not try making videofor YouTube? aC] bL] 


wn 


2 4)P1.03 Listen and repeat the more interested 
versions. 


3 Work in pairs. Take turns to ask one of the 
questions, sounding either interested and 
enthusiastic or not, and to give one of these 
answers in the same style. 

That’s a good idea, 

Yes, | think I'll do that. 


we 


Thanks for the suggestion. 


2 4201 Listen and check, Then listen again and 
repeat. 


3 Work in pairs, A and B. Takes turns to be A and B. 
Student A says one word from the box in Exercise 1. 
Student B, without looking at Exercise 1, says the 
compound noun or noun phrase in a sentence. 


Lesson 2.3 > 
Stress in phrases for turn taking 


‘Some turn-taking phrases have characteristic stress 
patterns. For example: 
Sorry to intercupt 


1L Work in pairs. Mark where you think the two main 
stresses will be in the phrases. 


1 Please continue 
2 Asi was saying, 

3. The point! was making 

4 Excuse me for interrupting, 
5 Please go ahead. 


2 472.02 Listen to the sentences and repeat, 


Lesson 3.1 > 


Stress in derived words 


When we add endings to words, the stress sometimes 
stays on the same syllable. For example: 

‘manage management 

Sometimes it moves to a different syltable. 

For example: 

finance — financial 


‘L Work in pairs. Look at the words, In which pairs 
does the stress stay on the same syllable? In which 
pairs does it move? 


add — addition 
construct construction 
investigate — investigation 
suspend suspension 


2 $301 Listen and check. Then listen again 
and repeat. 


3 Work in pairs. Take turns to say one of the words, 
and the other says a word derived from it. 


attach communicate describe detail happy 
identify interest move perform person 
present reason 


Lesson 3.2 > 
Weak forms in comparisons 


In comparatives, the words as and than, and the 
ending -er, are pronounced as weak forms, with the 
Jal vowel. 


‘L Work in pairs. Take turns to say the sentences and 
tell each other if you used the weak forms or not. 
‘The Panama Canal was cheaper than expected. 

‘The Panama Canal wasn't as easy to build as the 

Suez Canal. 

‘What's more amazing than the length of the Grand 
Canalisits age. 

‘Work on the Grand Canal began more than 2,500 
years ago. 

The Suez and Panama Canals aren't as wide as the 
Grand Canal. 

The Suez Canal route isn’t as difficult or time-consuming 
‘as the journey round Africa. 


ue 


. 


2 4/302 Listen to the sentence and repeat. 


Lesson 4.3 > 
Pronunciation of -(e)s endings 


When we add -s or esto a verb or noun, we 
sometimes add an extra syllable. For example: 


go (1syllable) -+ goes (1 syllable) 
age (1 syllable) + ages(2 syllables) 


‘L Work in pairs. Write the words in the correct place 
in the table. 


agenda agendas decide = decides 
bus buses ‘manage —* manages 
choice choices office — offices 
client + clients talk talks 

entra syllable 

no extra syllable 


2 4P401 Listen and check. Then listen again 
and repeat. 


3 Work in pairs. Make sentences using the words 
in Exercise 1. 


Lesson 4.4 > 


Consonant-vowel linking 
between words 


In spoken English, a consonant sound at the end of 
word is often linked to a vowel at the beginning 
of the next word. 


‘L_ 4 ?4.02 Listen and repeat these phrases. Notice 
the consonant-vowel links. 


1 everybody’s_opinion 
2 amoment_ofsilence 
3. break_into smaller groups 


2 Work in pairs. Mark where there will be 
consonant-vowel links in these phrases. 


1 meetagainnextweek — § Iwanttoremind everybody 
2 justan example 6 decideasa group 
3 notabadidea 7 listed on the board 
4 Imafraididisagree 8 narrowit down if possible 


3 4 P4.03 Listen and check. Then listen again 
and repeat. 


4 Take turns to say the phrases in Exercises 1 and 2. 


Lesson 5.1 > 
Numbers of syllables in words 


The number of syllables in a word is not always 
‘obvious from the number of vowels. For example: 
‘meal (one syllable), create (two syllables). Sometimes 
the number of syllables is reduced in fast speech. 
For example: ordering —> ord'ring (two syllables). 


L Work in pairs. How many syllables are there in 
these words? 


1 friends 4 automated 7 business 
2 able 5 different 8 designed 
3. unique 6 financial 


2 45.01 Listen and check. Then listen again and 
repeat. 


3 Work in pairs. Which syllables in these words may 
disappear in fast speech? 


1 restaurant 3 similar 
2 delivering 4 necessary 


& 4502 Listen and check. 


Lesson 5.2 > 
Contrastive stress 


‘We can use stress to contrast two different or 
opposite ideas. For example: 


wouldn't enjay testing musical instruments because 
‘can't play one. 


‘L$ P5.03 Listen and underline the two words with 
contrastive stress in each sentence, 


People think i spend al my time playing the games, but 
tm actually working all the time. 


tWve never really played the games -Itry to find 
problems with them, 


It’s fun, but it’s also hard work. 


I've always enjoyed gaming, but I never expected to get 
ajob in the industry. 


N 


aw 


2 Work in pairs. Student A says the first part of a 
sentence from Exercise 1, and Student B says the 
whole sentence. 


3 Work in pairs. Underline the other word in each 


sentence that you think will have contrastive stress. 


1 What do you think is the worst and the best part of 
being a product tester? 


2 Iwas surprised to hear he’s left his new job. He only 
started it last week! 


3 Ihaven’t become bored with it yet - in fact | still Love it. 


4 49P5.04 Listen and check. Then listen again and 
repeat. 


Lesson 6.2 > 
Phrasing and pausing 


When giving a presentation, itis important not to 
speak too fast, and to pause in appropriate places. 


‘L461 Listen to two versions of the beginning of 
this presentation. Which version is more effective, 
aorb? 


Retail theft, also known as shoplifting, is a major problem 
for shops. In the past, prevention measures were more 
personal and low-tech. Shopkeepers and employees had 
to watch customers closely and the security system didn’t 
‘need tobe any more sophisticated than that. 


2 602 Workin pairs. Listen to the more effective 
version and mark where the speaker pauses on the 
text above. 


3 Practise saying the beginning of the presentation 
with pauses in the same places as the speaker on 
the recording. 


Lesson 6.4 > 
Stress in phrases 


Alot of phrases typically have a two-stress pattern. 
For example: 
tomeet our deadline | totally agree 


‘L Work in pairs. Mark the two stressed syllables in 
each phrase in italics. 


It's important to avoid conflict. 

Now it’s aver to you. 

Believe me, | know how you feel. 

OK, then, what's the solution? 

Let's do the job as quickly as possible. 
| think we can come to a compromise. 
So, what do you suggest? 

So, how do we proceed? 


Naweunn 


2 4603 Listen and check. 


3 Work in pairs. Student A says one of the sentences 
in Exercise 1 and Student B claps on the two 
stressed syllables. 


Lesson 7.2 > 


Unstressed syllables at the end 
of a sentence 


The main stress is often near the end of the sentence. 
For example: 

Let's go for a walk. 

‘Sometimes, however, after the main stress, there isa 
‘Sequence of unstressed syllables which add no new 
information. For example: 

Yes, I'd like to go for a walk. 


‘L 4701 Listen and repeat. 
Let’s go for a walk. Yes, I'd like to go for a walk. 


2 Work in pairs. Take turns to suggest and answer, as 
in Exercise 1. Complete each response. 


1A: Why don’t you take a few days off work? 
B: I can’t afford to... 
2. A: Why don’t you phone customer services? 
B: | hate ... 
3A: Maybe it’s better not to join the project? 
B: I've already agreed to... 
3B 40P702 Listen and check. Then listen again 
and repeat. 


Lesson 7.4 > 
Introducing a topic 


We often use a phrase with its own stress pattern to 
introduce atopic, and we often pause before we go 
‘onto say something about the topic. 


‘L703 Listen to these examples and repeat. 


1. In today’s meeting, | want us to brainstorm ways of 
capturing ideas, 


‘Mind-mapping is a kind of brainstorming, 


Nw 


Work in pairs. Student A asks one of the questions 
(1-4), and Student B answers (a-d), putting the 
heaviest stress on the underlined words. 


What's the most important thing? 

Whose responsibilty isit to generate ideas? 
What do your team think? 

What happens to all our good ideas? 


pune 


We think the important thing is to have competent staff 
b Generating ideas is everybody's responsibility 

Que team would like to push the importance of good 
communication. 


Most of the time, the good ideas we have simply disappear. 


3 477.0% Listen and practise again. 


Lesson 8.2 > 


Conditional sentences 


‘The two parts of a conditional sentence often have 
their own stress and intonation patterns. 

For example: 

Ifyou're ready, /we can go. 

We can go/ if you're ready. 


‘L481 Workin pairs. Listen and mark the main 
stress in each part of each sentence. 


If we give workers private offices, they/l be less 
distracted. 


Td stop to chat more often if| wasn’t so busy. 


lFwe encourage our employees to chat with each other, 
they'll get to know each other better 


4 dstop using social media at workifl were you. 


wn 


2 Practise saying the sentences, 


Lesson 8.5 > 
Contractions in speech 


Contractions of auxiliary verbs (e.g. be, do, have) are 
widely used in speech and informal writing. 


‘L Work in pairs. Which contractions will probably 
be used when these sentences are spoken? 


The sales department had not checked stacks before 
accepting the order. 
‘Staff will not talk to each other. 


‘tock updates ought to happen automatically, but they 
donot. 


The economic situation has not helped. 


When I contacted the warehouse, they had ordered 
more stock, 


Ithas been decided that we should make our brand 
more attractive to younger customers. 


There have been a few problems. 


Problems should be reported immediately, so that 
‘everyone is aware of them, 


™ 


wn 


we 


on 


2 45.02 Listen and check. Then listen again 
and repeat. 


OOO 
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1.2) Advice and suggestions 


We use should, shouldn't, ought to and could + infinitive to 
give advice: 


You should give detailed information about your experience, 
You shouldn't use words like ‘passionate‘on your profile. 
You could include information about your interest in hiking. 
You ought to think outside the bax. 

We use Why not and Why don’t you + infinitive to make 
suggestions: 

Why not try connecting with people in other industries? 
Why don’t you give more information about your latest 
project? 

‘We use What about and How about + -ing form to make 
suggestions: 

What about changing your profile picture? 


How about giving more details about the website you 
designed? 
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1.5 Adverbs of degree 


We can make adjectives weaker or stronger by using adverbs 
of degree. 


Making adjectives stronger 
very, really 

|1was working ina similar position in a very small company. 
1am really excited to be working for this company. 


Making adjectives weaker 
quite, a bit 

A bitis used with negative words. 

The meeting was a bit boring. 

Quite is used with positive words. 

This company is quite large compared to my last company. 


Making comparative adjectives stronger 
much, a lot 

The company is much bigger than | expected. 
The job is a lot more interesting than my last one. 


Making comparative adjectives weaker 
abit,a little 
The company isa bit bigger than my old one. 


Making verbs stronger 
very much, really, a lot 

Very much can go before or after the verb (and object) 
| very much look forward to meeting you alin person, 
| 00k forward to meeting you all in person very much. 
Really goes before the verb. 

I really like this job 

Alot goes after the verb and object. 

Hike this job a tot. 


2.2) Past Simple and Past 
Continuous 


+ Past Simple 
Suddenly all the electricity went out. 
| thought we really must do something about this. 
‘She walked into the room, made herself a cup of coffee and 
turned on her computer. 
Form: 
regular verbs: infinitive + -ed 
Many of the most frequently used verbs have an irregular form, 
eg. think - thought, go ~ went. 
Use: 
We use the Past Simple to talk about completed actions and 
events in the past. We also use the Past Simple to describe a 
sequence of completed events and actions. 
+ Past Continuous 
Itwas snowing all last night. 
About 9 o'clock we were just watching TV. 


Form: 
was/were + verb + -ing 


Use: 


1. Weuse the Past Continuous to talk about actions and 
situations happening at a specific moment in the past. 


‘A: What were you doing at 10 o'clock this morning? 
B: / was waiting at the airport forthe visitors to arrive. 


2 Weuse the Past Continuous in a story to give ‘background’ 
details, e.g. the weather, the location, the season, or extra 
details about someone's fe at the time. 


‘She was spending the summer studying English in London 
when she met him. 


3. Weuse the Past Continuous to talk about a situation or 
action in progress which is interrupted by another event or 
action (expressed in the Past Simple). 


1 About 9 otlock last night we were just watching TV. 
2. Suddenly all the electricity went out. 


SS + 
8.50 p.m. (0) 9.15 p.m. 


J was talking on the mobile when the battery ran out. 
4 We use the Past Continuous with while to talk about two 
events or actions happening at the same time. 
She was preparing the presentation while he was 
organising the chairs in the meeting room. 


5 We generally use witen before the Past Simple for actions 
and events of a shorter duration. 


was talking on the mobile when the battery ran out. 
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6 Wegenerally use while with the Past Continuous for actions 
and situations of a longer duration, 


White | was reading the report, I made notes about the main 
points. 
We often use the Past Simple and the Past Continuous tenses 
together. 
Notice the important difference between these two sentences: 
Vihen we arrived, Janet was giving her presentation. 
Uanet started her presentation before they arrived.) 
When we arrived, Janet gave her presentation. 
Uanet started her presentation after they arrived.) 
Note: stative verbs 


Verbs which describe states or feelings do not take the 
continuous form: 


I wastiking the book. x Iliked the book. 
He wasetagreeing with my opinion. x 
He didn’t agree with my opinion. 7 


Some verbs can be both a state or action verb, depending 
on meaning: 


I thought the book was interesting. v (think = be of the 
opinion that) 


was thinking about writing a book. v (think = consider) 


2.5) will, going to 


Going to is used for 
+ aplan: 
We are going to build a factory in indonesia next year: 
+ anexpected event: 
The boss has arrived. He's going to inspect the factory. 
Time expressions used with going to 
+ soon, this evening, tonight, tomorrow, next week, 
hnext month 
Willis used for 
+ opinions about the future: 
The project will involve 2 (ot of organisation and planning, 


+ decisions made at the moment of speaking about 
the future: 


"Udo it straight after the meeting 
+ offers: 
ithelp you if you lke. 
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3.2 Comparatives and 
superlatives 


We can use adjectives in their base form with as... as to say 
two things are more or less equal or not as... as to say that one 
thing does not match another. 


The new computers are as good as the old ones 
The new computers are not as good as the old ones. 
Doing calculations on paper isn't as easy as using a calculator. 


Comparatives 


We use comparatives to say how two or more people or things 
are different. 


To form comparative adjectives, we use -er or more/less: 


Having a meeting on Skype will be easier than talking face to 
face. 


Finishing the project in six weeks will be more difficult than 
finishing it in eight or ten weeks. 


For this project, the schedule is less important than the 
budget. 


With one-syllable and some two-syllable adjectives, we form 
comparatives using -er. 


new —+ newer, short» shorter, narrow —+ narrower 


With adjectives that have two or more syllables, we form 
comparatives using more or less: 


expensive -+ more expensive, less expensive, 
modern + more modern, less modern 


Some adjectives are irregular: 

good ~ better, bad -+ worse, far — further 

‘Sometimes we change the spelling when we add -er. 

+ Change -y after a consonant) to -i 
happy — happier 

+ Double the final consonant on adjectives ending with 
consonant + vowel + consonant in one-syllable adjectives: 
big -+ bigger 

We form comparative adverbs in the same way as comparative 

adjectives, using -er or more/less: 


You work harder than Ido. 
They finished less quickly than we did. 
Some adverbs are irregular: 

well better, badly —worse 


Superlatives 


We use superlatives to say that one thing has more or less of 
‘a quality than any other thing in the same group, 


To form superlative adjectives, we use -est or most/least: 
The Amazon is the longest river in the world. 
This is the most expensive hotel in Lisbon. 


Driving my caris the least convenient way to get to work 
because there's no parking. 


Note: we use the with superlatives, 
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With one-syllable adjectives, we form superlatives using -est: 
new —- newest, short shortest 


With adjectives that have two or more syllables, we form 
superlatives using the most or the least: 


expensive — the most expensive, the least expensive 
Some adjectives are irregular: 
good best, bad —- worst 
Sometimes we change the spelling when we add -est. 
+ Change -y after a consonant) to i 

happy happiest 


+ Double the final consonant on adjectives ending with 
consonant + vowel + consonant in one-syllable adjectives: 


big — biggest 
We form superlative adverbs in the same way as superlative 
adjectives, using -est or most/least; 


He ran the fastest. 
‘She worked the most efficiently of anyone in the office, 
They responded the least quickly to my emails. 

Some adverbs are irregular: 

well — best, badly + worst 


3.5 (not) enough 


We can use enough with adjectives, adverbs and nouns. 
Enough means’as much as you need’. Not enough means 
‘Yess than is needed or necessary’. 


adjective + enough 
The managers experienced enough for the job. 
We can’t work today. The weather isn’t good enough. 


adverb + enough 


1d like to know ifthe first stage of the building project is 
moving fast enough 


The project isn't moving fast enough. 


enough + noun 
The CFO is now worried that there aren’t enough funds. 
adjective/adverb + enough + to and enough + noun + to 


‘understand that weather conditions were not good enough 
to start the second stage. 


Wie haven't got enough funds to finish the project. 
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4.2> Present Simple 
and Past Simple passive 


We make Present Simple and Past Simple passive forms using 
the appropriate form of the auxiliary verb be + past participle 
of the main verb. 


We use the passive form when we don’t know who or 
what is responsible for an action (the agent), or the agent 
isn‘timportant, or when we simply want to emphasise the 
importance of an action rather than the person or thing 
responsible for doing it. 


We often use the passive instead of the active form to describe 
systems and processes and in formal writing (reports, manuals, 
etc), When we include the agent we use the preposition by. For 
example: 

Agent not known or not important 

Present Simple 

These ceramic bowls are made by hand. 

The ring isn’t made of silver 

‘Are the goods shipped worldwide? 

Past Simple 

Alibaba was launched in China in 1999. 

‘Most of the concert tickets weren't sold directly to fans. 

Vihen was the website started? 


‘Agent known 
Several companies are owned by the Alibaba group. 
All the jewellery in the store was designed by him. 


4.5> Verbs + prepositions 
‘Some verbs are followed by a dependent preposition. 


verb +to 

+ belong, complain, listen, talk, write and speak 
We are writing to you to confirm the order 
Ineed to speak to the boss. 


BE CAREFUL! 

verbs that don’t use to 

+ ask, answer, phone, thank 
Thank you for your business. 


verb + about 
* complain, read, talk, think 
When we talked about your order... 


BE CAREFUL! 
verbs that don’t use about 
+ discuss 

We discussed the payment terms last week. 


verb + for 
+ apply, look, pay, wait, work 
| work for a bank but I'm looking for a different job now. 
He applied for the marketing job. 
verb +at 
+ arrive, look, laugh, point 
Hooked at the contract carefully after he signed it 
verb + with + person 
+ agree, disagree, do business 
agree with the manager. 
verb forms after prepositions 
Ifa verb comes after a preposition then you need the -ing form: 
They talked about changing the order 


5.2 Present Perfect Simple with 
just, already and yet 


‘We use the Present Perfect Simple to talk about actions that 
are very recently completed or not yet complete, within an 
Unfinished period of time today, this week, ths year, never, ever. 


+ We use just directly before the verb to say that an action has 
been very recently completed: 
AA: You look tired! Have you just woken up? 
(Did you wake up a few minutes ago?) 


B: No! I've just come back from the gym. 
(returned a few minutes ago.) 


itis unusual to use just in a negative sentence, 


+ Weuse already in affirmative sentences, either directly 
before or directly after the verb to say that an action is 
completed at some time before the present, without saying 
exactly when: 


‘A: Haye you finished your homework? 
B: Yes, 've already finished. OR I've finished already. 


We use already in questions, usually to express surprise that 
something has already been done: 


A: It only eight o'clock, Has everyone gone home already? 
2: Yes, everyone was really tired. 


+ We use yet in questions to ask about actions that we think 
have happened or will happen soon. in questions, yet always 
comes at the end of the sentence: 


Have you finished yet? 


+ We use yetin negative sentences to say what hasn't 
happened: 


‘A: Have you finished yet? 
B: No, Ihaven't finished yet. 


Yet most often comes at the end of the sentence, but it's also 
possible to putit directly in front of the verb, This usage sounds 
somewhat formal and old fashioned: 


We're hungry. We haven't yet eaten. 
We don't use yet in affirmative sentences. 
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es before 


5.5) Order of adje 
nouns 


When you have more than one adjective before a noun, they 
need to go in the following order, 


+ Order of adjectives 


Opinion lovely interesting 
Size big ‘small 
Age young 

Colour black blue 
Origin Japanese 

Material wooden 
noun desk manager | box 


The practical strong packaging the phone came in... 
The stylish silver phone has a lovely large screen. 


+ We donot usually put more than three adjectives together. 
Ifyou need more, then you should either change the 
sentence structure or start a new sentence: 


The excellent, small, long-lasting lithium battery works 
very well 


The small long-lasting lithium battery is excellent and 
works very well. 


or 
The small long-lasting lithium battery works very well. 
Itisan excellent battery. 

+ Making adjectives stronger 


We can make adjectives stronger by using extremely, 
really, very: 


The extremely stylish silver phone. 


+ Making adjectives less strong 


We can make adjectives less strong by using pretty 
(informal, rather, fairly. slightly: 


It is pretty good value for money. 
The phone offers a fairly good performance, 
The battery life was rather good. (usually indicates that itis 
surprising) 
The phone is slightly more expensive than its main 
competitors. 

+ Using quite and rather + adjective before a noun 
‘We need to add the indefinite article a/an after quite or 
rather and before the adjective 
It's quite a good phone 
Itwas rather a long meeting. 


6.2 Modal verbs of prohibition, 
obligation and no obligation 


1 We can use have to, need to or must to talk about 
obligations and actions that are necessary, 


+ have to + infinitive 
Staff have to wear ID badges at all times. 
Visitors have to report to reception. 
We had to change the security system after the theft. 
These obligations can include laws, rules and regulations. 
In British English it’s also common to use have got to when 
speaking: 
I've got to change my password again. 
+ need to + infinitive 
Staff need to wear ID badges at al times. 
Visitors need to report to reception. 
+ must+ infinitive 
Staff must wear iO badges at all times. 
Visitors must report to reception. 


We can generally use either have to, need to or must in most 
cases. However, we use have to and need to more frequently 
for external rules or regulations and must more frequently 
for obligations we make for ourselves: 


have to get to work early tomorrows. There's a meeting at 
9otlock. 


My boss says | need to finish this report before | go home. 

I must get to work early every day. It's when I get my best 

work done. 

We use have to and need tain both the past and present form: 

We have / need to start work at 9 o'clock every day 

All visitors have / need to sign in at reception. 

had / needed to leave work early yesterday. 

Did you have / need to use a password for the photocopier? 
2 Weuse mustn't + infinitive to say that something isnot 

allowed or permitted or that something is prohibited by law: 

You mustn't use your personal email account for work, 

Staff mustn't talk about company security in public places 


3. We use don’t have to+ infinitive or don’t need to + 
infinitive to say that itis not necessary or compulsory to do 
something, but that you can do itf you want: 

You don’t have to / don’t need to use the lift but it's quicker 
than the stairs. 

| don’t have to / don’t need to work tomorrow. It's a public 
holiday. 

We also use needn't + infinitive: 

| don’t have to work tomorrow. It’s public holiday 

=I needn't work tomorrows 


BE CAREFUL! 


‘Musta’t has very different meaning from don't have to/ 
don't need to / needn't: 


You mustn’t do that. = This isnot permitted 
You don’t have to do that. = This is not necessary. 
You needn't / don't need to do that. = This is not necessary. 


Grammar reference >| 


6.5» Linking words for time 


before, after, when 


These words are often used when we give instructions and 
warnings. We often use the -ing form of the verb after these 
words in written English: 


Put on protective clothing supplied before entering the 
room. written 


Put on protective clothing supplied before you enter the 
room. spoken 


Make sure you put everything away in its correct place after 
using it. written 


Make sure you put everything away inits correct place after 
youuseit. spoken 


Be careful when standing next to moving machinery. written 
Be careful when you stand next to moving machinery. spoken 


while 
This s similar to when but itis used for continuous actions: 
Be careful not to distract people while they are working on 
the equipment. 

untit 

This word tell us when a situation finishes: 

Stay there until the fire brigade rescues you 


assoonas 
This means ‘immediately when’: 

Report any problems with equipment as soon as you notice 
them. 

BE CAREFUL! 

When we are referring to the future we use the present tenses 
after before, after, when, while, until and as soon as. 

while vs. during 

‘We use while with a verb and during with a noun: 

Do not use your phone while you are operating the 
equipment. 

Switch your phone off during meetings. 


7.2) Verb + to-infinitive or -ing 


When a verb is followed by another verb, the first verb dictates 
the form the second verb takes, There are various possibilities; 


+ verbs which take to-infinitive 
afford, agree, arrange, attempt, claim, decide, demand, 
deserve, expect, fail, quarantee, hesitate, hope, learn, 
‘manage, offer, plan, prepare, promise, refuse, seem, tend, 
would lke 
She decided to change her mobile phone company. 


11d like to talk to someone about my slow internet 
connection. 


+ verbs which take -ing 
avoid, consider, delay, deny, dislike, enjoy, finish, involve, 
Justify, miss, postpone, practise, risk, suggest 
He avoided offering the client a reduction in her phone bill. 
They postponed launching the new service for six months. 


+ verbs which take to-infinitive or -ing with little or no 
change in meaning 
‘begin, continue, hate, intend, like, love, prefer, start 
The agent began talking / to talk about a special offer 


+ verbs which take to-infinitive or -ing with a change in 
meaning 
forget, go on, remember, stop, try 
| forgot seeing this film when | was a child. 
here forget means not remembering something 
you have done) 
| forgot to pay my phone bill and they cut me off 
there forget means you didn’t do something that was 
necessary to do) 
He went on talking for hours. (here go on means to 
continue an action) 
He went on to show some slides with the financial results. 
{here go on means to change action and do something else, 
often the next stage ina process) 
remember phoning my husband a couple of times. 
(here remember refers to a past action, something the 
person knows happened) 
1'llremember to look for another mobile provider when 
‘have time. (here remember refers to a future action, 
something the person needs to do) 
We stopped to have lunch. there stop means to end one 
activity in order to start another) 
We stopped talking. (here stop means that an activity or 
event does not continue) 
{'ve tried to get into my email, but the connection is slow. 


there tried refers to something the person wants to do, butis 
having difficulties doing it) 


Have you tried switching the router off and on? 
(here tried refers to an experiment that might help to do 
something or not) 
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7.5) some (of), any, all (of), most 
(of), no, none (of) 


Some, any 
These are used when we do not want to say the exact number 
or amount of something, 
+ affirmative sentences = some 
Some companies have really good customer service 
departments. 
+ negative sentences = any 
You didn't have any problems dealing with the situation. 


+ questions without a noun 
Use some if you want a positive answer: 
A: Would you like some more time to think about it? 
B: Yes, please. 
Use any if you are not expecting a positive answer: 
‘A: Do you need any more time to finish the report? 
B: No, thanks. 


+ without a noun 
Did you find any problems? No, we didn't find any, 
Unfortunately, we found some. 


+ any with a different meaning 


They seemed to be able to deal with any problems that 
arose. 


Here any means it doesn’t matter which or what kind of 
problems. 
Some of, most of, all of, none of, no 


+ Weuse of when some/most/all/none come before words 
like this, it, the, them: 


There were problems with some of the catering facilities 
None of our quests realised that anything was wrong. 
‘Most of the problems were resolved quickly. 

+ all-we can leave out of after the word all: 

thanks to the hard work ofall of your staff 

OR... thanks to the hard work of all your staff 

+ Talking about things in general - we do not use of: 
All companies must look after the welfare of their staff 
‘Most computer problems are caused by people. 


Having no holidays from work is bad for you. 
(notice the affirmative verb) 
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8.2 First and second conditional 


+ First conditional 


We form the first conditional with if + Present Simple, will + 
infinitive. We use it to talk about things that might happen. 
in the future. 


If we give workers private offices, they'll be less distracted. 
We can use ifin two possible places in the sentence: 


‘If we encourage our employees to chat, they'll get to know 
each other better. 


They'll get to know each other better if we encourage our 
employees to chat 
+ Second conditional 


We form the second conditional with if + Past Simple, 
would/could/might + infinitive. We use it to talk about 
situations that are: 


+ possible, but not probable. 
If we gave everyone a private office, we'd need a much 
bigger office building! 
+ impossible. 
fl were you, 'd stop using social media at work. 
+ imaginary. 
if were CEO, I'd give everyone a private office. 


In the second conditional we usually use the verb were with 
|,he, she, it. However, in informal speech, people often use 
was with he, she and it; 


Ml wasn’tso busy, d stop to chat more often. 
+ Remember 


‘fl were you s a fixed phrased and we always use were 
with 


8.5> Past Perfect Simple 


‘The Past Perfect Simple shows that something happened 
before something else in the past. 


Form: had + past participle 


+ Past Perfect Simple 


Itseems that the sales department had not checked stocks 
before accepting the order. 


‘We understand: before the order was accepted 


+ Past Perfect Simple vs. Past Simple 
When I contacted the warehouse, they ordered more stock. 
= They only ordered more stock after | contacted them. 


When | contacted the warehouse, they had ordered 
more stock. 


= They ordered more stock before | contacted them. 


+ already 
We often use the Past Perfect with the word already: 
The warehouse manager had already ordered more stock. 


+ with reporting verbs 
‘We often use the Past Perfect with reporting verbs like said, 
complained, told, thought ifthe original sententence was in 
the Past Simple or Present Perfect: 


‘No one has updated / updated the stack records,’ 
complained the Sales Manager. 


The sales manager complained that no one had updated 
the stack records. 
+ Remember 


When we talk about the past we usually use the Past Simple. 
We only use the Past Perfect when we need to stress that 
something happened before an action in the Past Simple, 


> Additional material 


Lesson 1.2 > 12 


P< > | 
tim a recent graduate. 'm hard-working, creative 
and good with numbers. !m looking for any job 
that uses my skills. 


The person who wrote the above profile: 
+ hasa degree in mathematics. 
+ graduated with honours, 


+ hada part-time job during their university studies, working 
asa cleaner. 


+ wrote stories that were published in a university magazine. 
+ played fora city league football team in secondary school. 
+ hopes tofind a job in the financial services industry. 


+ would consider working in other industries ifajob looks 
interesting. 


Lesson 1.2 > 13A 
Student A 


1 Give your partner advice about how to improve an 
online profile. Give advice about how to show skills 
online, Use the language from the Grammar section 
where possible. 

Begin: How would you describe yourself? What qualities do 
you want your profile to include? 

Other useful expressions: 

You should consider putting that in your online profile. 


You also said you're good with numbers. Could you give me 
an example of that? 

You say you're a good leader How about telling me 
something that shows it? 


2 Make up at least one specific example from your life 
for each of the skills below. Then answer Student Bs 
questions. 

You are: 

+ hard-working. 

+ a good communicator. 

+ creative. 


Lesson 1.3 > 8A 


‘Student A 
Student A 
Location | Barcelona - stayed in cheap hostel, 
Las Ramblas 
Purpose | Weekend with some friends 
Timing —_| 3 years ago, at university : 
Duration | Long weekend 
Likes The food, especially tapas 


Lesson 1.4 > 5A 


Student A (recruiter) 
Your World 
Sector: Web design 
Established: 2010 
CEO: Kofi Smith 
Capacity: 8 designers 
Location ‘West London 
Target markets: fashion, creative industries and start-ups 
Turnover: £1.6m in 2017 


Lesson 1.5 > 3A 


To all stot! 


I'm Gabriela your new HR Manager, | started work 
today. Come and meet me, but book an appointment 
first. I'm sure we'll get on really well 


‘See you soon. 
Gabriela de Souza 


Lesson 2.1 > 10A 


The agricultural industry in Spain 


‘One of the most important activities in the 
primary sector in Spain is agriculture, 
Particularly olive, cereal and grape crops in 
‘central and southem Spain. n addition, 
Citrus fruits (oranges and lemons) and 
vegetables are grown on the 
Mediterranean coast and in Andalusia, 


FRANCE 


Additional material >| 


Lesson 2.2 > 9A Lesson 2.3 > 98 


Student B Your company or place of study wants to: 
Complete the article using the Past Simple or Past 1 introduce a compulsory system of car sharing for anyone 
Continuous form of the verbs in brackets, ing Secal party 
For Against 
HOw ieee WeseconomicaV/cheaper. _It'snot practical 
It’s better for the Some people will have a 
Jan Koum and Brian Acton are the founders of environment. longer journey. 
\WhatsApp. Koum, born in Ukraine, first -—_—__—__ Staff can make new friends, tis less flexible because 
(meet) Acton in 1997 while he ~ (study) ini ‘i people will have to wait for 
ina state university in Silicon Valley and working for eer Chl eachother 
‘a. computer security firm, inspecting Yahoo!'s aca! 4 
advertising system, Acton was an engineer at Yahoo! oP see Sone Mitac 
ark. 
Within a year, Koum + (also / work) le . 
as an engineer at Yahoo! During their time at the 2 close the onsite company restaurant. 
‘company their friendship * (grow). For Against 
They both left their jobs on the same day in 2007 Itwill create additional It may be difficult to find 
land spent a year travelling around South America space in the building, restaurants/cafes nearby. 
ogee Itwillreduce company —_Staffwill need a longer tunch 
Ineatly 2009, Kou ® Aceh) sree recruitment costs break to reach suitable places 
ata friend’s place when he had the idea for Employees willbeableto 0 eat. 
WhatsApp. It started as an idea to send notifications choose what they wantto There will be less opportunity 
to friends, but soon ¢ (become) an eat. for team-building. 
SLT ALA Sag SHOU SIC A ES 3. relocate to cheaper premises several kilometres away. 


User to text without paying SMS fees. 


< For Against 
RI ar pgm a iewillreduce the running The cost of moving, 
possess : costs ofthe buildin 

5 tive) off their savings and stil F ‘ines The disruption to work/ 

unemployed. Koum told Acton that he ° Itwill reduce energy costs. oul and related costs 

(think) about looking for a job. Acton encouraged Some employees will havea during the move. 

himnit give ita few more months shorterjourney towork. Some employees will havea 
longer journey to work. 


When Koum released the second version of the 


app, he asked Acton to become a co-founder and Heian Resta 
‘Acton got his friends from Yahoo! to invest $250,000 tothe new site. 
in the business. In February 2014 Facebook 
% (buy) WhatsApp for $19 billion. 
Lesson 2.2 > 10A 
‘1 Background 
This happened one day in March a few years ago. | was working late at the <———_Give some background details to 
afce so there weren't mary people in the building, introduce the tory, such as the 


weather, location and date. 
‘Suddenly | looked out of the window and saw it was snowing. | was amazed 


because it never snows here at that time of year. I decided to get in my car <—— 2 Details 


and go home immediately. But when | got outside | saw it was impossible to Explain the main sequence of events. 
drive. So t went to the irain station but the service was cancelled because of ee ee tohelp you, e.g. then, after 
the weather. Then a woman in the street told me that the metro station three Inet at the samme tine, eventually, 


Kilometres away was open. | had to walk all the way there. It was very difficult 
and | felt veey cold, eapecially my toes 


= 3 Conclusion 
Fortunately, the metro was operating when | got there. Eventully, | got home Say ett Hrally happened: Wasthate 
that evening. {was very lucky some of my colleagues spent the night in their aha sac, sutprisrg, merce 


the p? He 
treba ate troy reac ee malian lei 


| Additional material 


Lesson 1.2 > 13A 
Student B 


1 Make up at least one specific example from your life 
for each of the skills below. Then answer Student A’s 
questions. 

You are: 

+ good at problem solving. 

+ good with numbers. 

+ agood leader. 

2 Give your partner advice about how to improve an 
online profile. Give advice about how to show skills 
online. Use the language from the Grammar section 
where possible. 


Begin: How would you describe yourself? What qualities 
do you want your profile to include? 
Other useful expressions: 


You say you're hard-working. How about telling me 
something that shows that you're hard-working? 


You should consider putting that in your online profile. 


You also said you're creative. Could you give me an example 
of that? 


Lesson 1.3 > 8A 


Lesson1.4 > 5A 
Student B (candidate) 


Profile 1: 

A recent graduate of Nottingham Trent University, Im a 
web designer specialising in the creative industries, 

| design professional-looking, user-friendly websites 
Using the latest software. My favourite programmes are 
Wordpress, Photoshop and Flash for animation, 

‘When not in front of my computer, !m behind a camera 
lens, photographing local bands, 


Profile 2: 

I'ma passionate graphic designer for web or print 
projects, specialising in the creative field. Tech-sawvy, as 
well as proactive, reliable and enthusiastic. | love what | 
do and each project receives my full attention. 

| graduated in 2017 from the Glasgow School of Design 
where | completed internships with local fashion houses, 
such as Lucie Lou's and Vintage Look. 


Profile 3: 

| was an IT consultant with a passion for fashion before | 
retrained to become a graphic designer. | have just 
‘completed an internship with Louis Vuitton in Paris and 
‘am now ready for a new and exciting challenge. 
Available immediately and looking forward to helping 


ee you make a successful contribution to the fashion world! 
Student B 
Location | Barcelona - stayed in cheap hostel, 
Las Ramblas 
[Purpose | Summerholiday with a group of friends Lesson 2.4 > 5A 
Timing | 3yearsago, at university 
Duration | 2weeks eee 
Likes __| The people Leave a message for Thomas Feldmann (Student B), Sales 


Lesson 2.4 > 3¢ 


Daniella Rossi called re terms of new contract. Please 
call back on oF654 322 187 before 2 p.m. today or leave 
message with Elliot Barber, Ext sx32. Aso please resend 
copy of contract, 


Lesson 2.5 > 3A 

Points 

+ letter to employees explaining situation 
+ get customer feedback 

+ meeting with all staff 

+ ask staff for their opinions 

+ contact with individual customers 

+ email inviting staff to meeting 

+ press release 


Representative of a family-owned bookseller. Include the 
following information in your message. 


Calter: ‘Alysha/Ali Khan 

Number: 0033645779210 

Reason forcall: You are calling about the order for 150 
copies of Communicate Better! (you've lost 
the details of the order). 

Action required: You want the other person to checkit has, 
been dispatched, re-confirm the expected 
delivery date and time, and send you a copy 
of the order number (you want to be able to 
trackit online), 


Lesson 4.3 > 10A 
Supplier 


Your ultimate aim isto sell your company’s app. Start by 
getting your partner to start talking about how he/she 
manages business contacts. f this is too difficult, try and 
find out as much as you can about your client and his/her 
workplace context. Take a few moments to thinkabout the 
language you need to use 


Lesson 3.3 > 9B 
Scenario 1 


One of you does not want to leave the room. You think you 
should shelter under a table. The other believes that you 
should leave the building as fast as possible and get into 
the open ai. 


Scenario 2 


One of you thinks itis important that the sightseeing should 
include a trip to a restaurant to try some local food. The 
other believes that the visitors would like to see some 
entertainment, not just the sights 


Scenario 3 


One of you has a bad back and does not want to carry anything 
heavy. The other has a brother who owns a truck. 


Lesson 3.5 > 3A 


Your head office is being refurbished and you want to 
find out from the project leader how the refurbishment 
is going. Write the exact questions you could ask. 

+ deadline 


+ reasons 
+ new finish date + fumiture/equipment 
+ work completed + problems 


+ work not completed 


Lesson 4.2 > 7B 


1T 


2. F-Ifyouritem sells, eBay charges 9 percent of the 
selling price to a maximum of $50.00. Alibaba charges a 
‘commission of 2 percent to 5 percent for each transaction, 


T 
F Hotels are allowed to list on Airbnb as tong as they 
don't hide the fact. 

T 

T 

F - eBay does not belong to Google. 

T (lt currently costs $0.20 to publish a listing on the 


marketplace. A listing lasts for four months or until 
theitem is sold) 


aw 


evan 


Lesson 5.5 > 3A 
pre 32)) 


XB Watch - the new activity watch 
Tracks all exercise activity, monitors sleep and 
syncs with phone app 

Good points: long battery life, waterproof, app 
easy to use 

Bad points: rather big and ugly 


Does what is says. OK, if you don't mind how it 
looks. 


Additional material >| 


Lesson 4.5 > 3A 


Dear Mr Jack Meadows, 


I'm writing to you to say thanks for the order, 
which is great. 

‘We think we can deliver on time but we have got 
some problems. 

‘You must pay when you get the invoice or we will 
take the goods back. 


Yours, 
Dietger 


BUSINESS WORKSHOP 5 > 5A 
Student B 


1 Ask Student A questions to complete the table. 
Product: 


Target market: 


1: What's your product idea? 
A: It'sa safety jacket for road workers. 
B: OK, can you tell me more about it? 
A: Sure, It displays lights 
2. Use the information below to answer Student 
A’s questions. 


Product: 


‘smart wallpaper - allows people 
to change the colour or pattern of 
their wall allows people to write 
messages for special occasions 
(requires connection to a computer) 
Price: 2 premium product - the cheapest 
wallpapers about €6 for a 10-metre 
roll: other premium wallpapers cost 
€50 to €100 per roll it costs €48 to 
produce one roll of smart wallpaper 
home design and decoration 
magazines 
Place: high-end department stores; online 
design shops 
Target people with plenty of money 
Who are decorating their home; 
designers and decorators who help 
people with home decoration and 
design 


‘A: What's your product idea? 

B: Smart wallpaper. 

A: OK, can you tell me more about it? 

B: Sure. Itallows people to change the colour. 


| Additionat material 


Lesson 1.4 > 5A 
Student C (observer) 


Listen to the conversation and make notes on the 
language Students A and B use to start and end the 
conversation, and show interest. Give feedback on 
what went well, what didn’t go well and how they can 
improve next time. Use the tables below to help you 
give feedback. You may need to correct the expressions 
Students A and B use. 


Student A 
Rating: 1= effective, 2 = needs some improvement, 


1 [2 [3 | Expression(s) 


= poor 


Started the 
‘conversation: 
‘Showed interest in 
the other person: 


Closed the 
conversation: 


Student B 
Rating: 1= effective, 2 = needs some improvement, 3 = poor 


1 [2 [3 | Expression(s) 


Started the 
conversation: 
Showed interest in 
the other person: 


Closed the 
conversation: 


Lesson 2.4 > 5A 
‘Student B 


Leave a message for Su Chen (Student A), Ticket Officer 

for UK Travel. include the following information in your 

message. 

‘Name: Josie/Joseph Makonga 

Number: 00498529 990312 

Reasonfor call: You are calling about fifteen first-class 
tickets from London to Glasgow for your 
colleagues to go on a team-building course. 
You ordered the tickets three weeks ago 
and you are still waiting to receive them by 
post. The team leaves tomorrow evening, 

‘Action required: You want the supervisor to call back by 
10am, tomorrow with an explanation 
and/or to provide suitable solution. 


Lesson 4.5 > 3B 


Item: printers catalogue ref: PR765. OK 
Quantity: 100 
Unit price: €230 


Discount: 8 percent on orders 

over 80 units agreed last week 
‘Terms: 30days after invoice 
Delivery to: Unit 14 Felton Business Park, 


Cross Street, Edinburgh 
Delivery date: 5! May send business terms and conditions 


Lesson 7.3 9A 


Scenario1 
“Your technician came to our house yesterday to fix our 
satellite dish which was broken in a storm last week. He 
arrived late, but that was OK. He spent two hours on my roof, 
but he did not fix the problem. My TV still doesn’t work. | tried 
calling your office to complain, but all | got was a busy tone. 
Nobody answered the phone. What are you going to do about 
my satellite TV?" 

Student A (manager): Think about whether or not you want 
to try to support your technician. 

‘Student B (unhappy customer): Be prepared to challenge the 
manager if you are not satisfied with what he/she says. 
Student C (observer): Listen to the conversation and note 
down the language the manager uses to respond to the 
customer, 


Scenario 2 
“Your cleaner came to our office yesterday to clear up after an 
office party. Unfortunately, the job was not well done, and the 
office is stil dirty. Specifically, the kitchen isstil full of dirty 
dishes. ns have not been emptied and the windows have not 
been cleaned. Please tell me what you are going to do about 
it’ 

Student A (manager): Think about whether or not you want 
to try to support your cleaner. 

Student B (unhappy customer): Be prepared to challenge the 
manager i you are not satisfied with what he/she says, 
Student C (observer): Listen to the conversation and note 
down the language the manager uses to respond to the 
‘customer. 

Scenario 3 

“Your restaurant supplied food for our office party yesterday, 
Unfortunately, the food arrived late and was less than what 
we had ordered, Although the food was delicious, many of our 
staff expressed disappointment at the limited amount. | would 
like to talk to you about a reduction in the bill’ 
Student A (manager): Think about whether or not you want 
to tryto support your staff 

‘Student B (unhappy customer): Be prepared to challenge the 
manager if you are not satisfied with what he/she says. 
Student C (observer): Listen to the conversation and note 
down the language the manager uses to respond to the 
Customer. 


Additional material >| 


Lesson 5.4 > GA BUSINESS WORKSHOP 2 > 5A 


SPECIFICATIONS Officejet Pro 2 Printer 
12kg 
40.48 x 49.95 x 33.91 cm 
576,000 pixels, 
35 pages per minute 
Printer technology: inkjet 
Screen: 6.75 cm/touch-sensitive 
Inks: order to your door / monthly 
price plan 
Other: print from mobile device 
Price: £99.99 ims Automate 
fm ectonics 
se Aeospace 
SPECIFICATIONS iy 
Weight: 115k 
Dimensions: 4231 x50x35.28 cm 
Print resolution 576,000 pixels 


Print speed B&W: 40 pages per minute 
Print speed colour: 29 pages per minute P 
Printer technology: inkjet — Sugary snacks 
Inks: annual price plan = saty snacks 

Other: Wireless printing = Healthy snacks 
Price: £98.45 


Snack industry 


Lesson 6.3 > 9B 
Student ¢ (observer) 


Listen to the conversation and make notes on the Lesson 4.3 > 10A 
language Students A and B use to explain rules and 


requirements, state their position and maintain a good Client 

relationship. Give feedback on what went well, what You are interested in learning about the app, but that will 
didn’t go well and how they can improve next time. Use come later. For now, talk about everything except the app. 
this checklist to help you give feedback. You may need to Your aim is to learn as much personal information as you can 
correct the expressions they use. about your supplier, and find out if he/she can be trusted as a 


business partner. Try not to talk about yourself too much. Take 


Student A 2 few moments to think about the language you need to use 


Rating: 1= effective, 


= needs some improvement, 3 = poor 


1| 2 [3 | Expression(s) 


Lesson 8.5 > 3A 


Explaining the rules: 


Stating your position ‘tm writing this report because my boss wants to 
know how the staff feel about the changes that are 
Maintaining a ————— {going to take place next month, 'm going to talk 
positive relationship: ‘about what those changes are, how the staff will be 
affected, and how they feel. 
Student B 2A very big problem is the staff have not been told 
Sa ey = exactly what the changes are. As a result, they are 
Rating: 1= effective, 2 = needs some improvement, 3 = poor pec cee aba ingen 
1[2 [3 | Expression(s) used some staff are applying for other jobs. This means we 


would lose some very experienced staff.*! think that 
this has caused a really bad feeling in the company. 


> = —— 41 think its important to tell staff exactly what is 
plating yourpasbice: happening and ask them for any ideas they might 
= have to help with the changes. “Let's do this very 


pe uickly to solve the problems. 
| positive relationship: quickly pro! 


Explaining the rules 


D)| Additional material 


Lesson 6.4 > 4B 


Student A (Supervisor) 

You are supervising a new intern who arrived a week ago. You 
are very pleased with his/her work so far. However, some of 
the staff have complained he/she often uses his/her mobile 
phone in the office and itis disturbing them, 


Company rules on mobile use: 
Keep your phone on silent or vibrate mode, 

Don’t take personal calls in your own time - use your lunch 
break or coffee break. 

nan emergency, you must take your call in the corridor or 
‘outside the building, 


Arguments: 
Company rules are very clear. 

It creates noise in the office and disturbs your colleagues. 
You are using company time for personal matters. 

You can ask people to contact you by text message. 


Lesson6.5 > 3A 
Student A 


How to handle heavy loads 
Before you lift any heavy loads it’s important to follow certain 
procedures and gather information. For example, you need to 
know how big and heavy the load or package is and how far 
you have to take it. When you've worked out the destination, 
check it for any potential obstacles such as tight corners, 
narrow aisles and things you could possibly trip over, After 
that you should see if there is any equipment you could use to 
help you carry the load. Then clear the route of any obstacles 
which you could trip over. 

When you are happy that the rauteis clear, you need to prepare 
for lifting. In order to do that, you need to make sure that you 
know how to lft correctly so you don’t do any damage to 

your back. So, frst of all you must get your body in the correct 
position by standing with your feet apart and your knees and 
hips relaxed. if your body is notin a good position to start with, 
you are more likely to hurt yourself. Then bend your knees, 
while keeping your back straight. You must have afirm hold 

cn the load, so you need to get hold of the bottom of it firmly, 
Moving steadily and smoothly, lft the load, keeping your back 
straight and the load close to your body. When you put the load 
back down, you must follow these instructions in reverse. 
There are two main things to beware of. For example, you 
‘must never twist your body while you are carrying a heavy 
load and you should definitely not try to lift anything which is 
obviously too heavy for one person. 


Lesson 8.5 > 3B 


Requested by: HR Manager 
Why: too many staff leaving after one year 


Findings: salary not competitive, communication 
bad, too much work (add your own details) 


Recommendations: use your own ideas 


BUSINESS WORKSHOP 2 > 7A 


Group A 


Companyname Best 


Location based in Germany 
Company vision to provide healthy free-from 
snacks using organic produce 


Company history founded in 2007 by Gabriela 
Santos, who realised that more 
and more people were snacking, 


but that the snack market only 

offered very unhealthy snacks 
Current product gluten-free fruit bars low in sugar 
range and salt; snacks containing whole 


‘nuts and super grains 


Markets Europe, USA and Australia 

Financial previous three years’ sales 

performance revenue: $59m, $67m, $89m; 
projected sales for next two years: 
$100m, $130m 

Management —_young team all passionate about 

team healthy eating and keeping fit 


Future plans bringing out new range of healthy 
organic fruit and vegetable juices 
aimed at the teenage market; 
‘expand into the Asian market 

Additional factors. providing food and shelter for 
homeless people 


Lesson 7.5 > 3A 


Subject: Order XT/3401 

Hit 

Well done getting the extra supplies to us earlier 
than promised. 

You can still be our supplier. 

Thanks, 

Bye 


Lesson 7.5 > 3B 
Notes for email 


Problem with new computers 


Call with supplier 
help desk staff - friendly, knowledgeable 
apologised 

+ offered new items or engineer to repair 
computers 

+ chose new computers 
‘one week later, customer services called to 
check all OK 


Additicnal material >| 


Lesson 5.3 > 9A BUSINESS WORKSHOP 5 > 5A 
Student B Student A 
Read the feedback for Student A’s presentation and 
prepare for his/her questions. You can also invent other 1 Use the information below to answer Student 
details if you wish. Bs questions. 
Strength | Specific detail Product: | safety jacket for road workers ~ 
Slides very good | easy toread, good use of images displays lights that are visible at night; 
ss = can produce patterns and messages 
Body positive in | at beginning of presentation - < 
language general | - communicated well with Price: 35 to €40 to produce a jacket; 
audience, smiled, used good standard safety jackets cost €20 to 
eye contact €30, so the retail price ofthis product 
= will bea lot higher 
Weakness | Specific detail Promotion: | construction trade magazines; special 
Time poor introduction too detailed, splays in building supply stores 
management 10 minutes too long Place: in building trade shops; online 
Content toobasic | didn’t know subject well, Target | companies that carry out road works 
‘sometimes read information market: and supply work uniforms; local 
| from slides, didn’t use enough {governments that carry out road 
examples to demonstrate works and supply work uniforms 
point : 
Delivery | average | monotonous tone of voice, ins Wines youu preaiichiaede 
too quiet A: It'sa safety jacket for road workers. 
B: OK, can you tell me more about it? 
‘Ask Student A for feedback on your presentation by A: Sure. te displays lights. 
asking mainly open questions. Begin with: i 
What did you think of my presentation? 2 Ask Student B questions to complete the table. 
Product: 
Lesson 6.3 > 9B = 
Scenario 1: Working from home one day a week 
Pros: Promotion: 
Employee can spend more time with family/children 
Employee's desk space can be used by other employees. Tee 
Employee will have a more flexible working day. ; 
Working at home, employee will be able to focus better on 
important tasks. Target 
market: 
Cons: 
Employee may miss important meetings. A: What's your product idea? 
There's a minimum number of hours the employee must spend B: Smart wallpaper. 
inthe office per week. A: OK, can you tell me more about it? 
Scenario 2: Requesting time off to take an advanced B: Sure, Itallows people to change the colour... 
course in computer skills, 
Pros: 


This will give the employee valuable computer skills. 

This will add valuable computer skills for the company. 
The company needs advanced skills for a particular project. 
Without these skills it will be very difficult to complete the 
project on time. 

The company needs to employ a new staff member with 
these skills. 

Cons: 

The cost of the course. 

It's not clear who is going to pay for the course. 


Who completes the work usually carried out by the employee 
while he/she is away? 


>) Additionat material 


Lesson 6.4 > 48 


Student B (Intern) 
You started your internship a week ago and you are enjoying it, 
although you have a lot of responsibility. You are staying with 
a friend in his/her one-room flat, which s not very practical. 
You are having difficulty finding somewhere to live. 


Possible arguments: 
Other employees use their mobile phones in the office. 
You try to take the calls outside when possible. 

There's nowhere private to speak. 

You are waiting for important calls about your new 
accommodation. 


Lesson6.5 > 3A 
‘Student B 


What to do ina fire 
{t's very important for everyone in a building to know what 
todo if there isa fire. Therefore, companies should prepare 
easy-to-follow guidelines for staff. 

Firstly, everyone needs to know where the fire exits are and 
where they must meet outside - these are called assembly 
points. Ifsomeone finds a fire, they must keep calm and leave 
the office as quickly as possible with all their colleagues 

and sound the fire alarm. However, they must not use a fire 
extinguisher unless they have had the correct training. 

There are certain procedures people should follow as they 
‘escape from the building. Firstly, they must shut the door 
‘once everyone is out of a room, Secondly, they need to check 
that doors aren't too hot before trying to open them as they 
escape. If there is a lot of smoke, they should cover their 
‘mouths and noses and get as close to the floor as possible 
whilst they are moving towards the nearest exit point. When 
they get outside, they should go to their assembly point. 
Unfortunately, it may not be possible to leave the office. In this 
case people should try to block gaps around the doors to stop 
the fire and smoke entering the room. Then they should open 
a window and shout loudly for help. 

There are a couple of things which people should never do 

in the event of a fire. Firstly, they may want to take personal 
items and can waste precious time gathering them together. 
Secondly, they might try to use the lifts, which is extremely 
dangerous. Finally, once they are safely outside, they should 
never go back into the building until they are told itis safe 


Lesson6.3 > 8 


Colleague A 

+ Maintain a positive relationship (you know the colleague 
has already donea tot) 

+ Explain the situation (the end of the week is the deadline). 

+ State your position: the most important thing in this project 
iskeeping to the schedule. 


BUSINESS WORKSHOP 2 > 7A 


Group B 


Company name Graf industries 


Location based in USA 
Company vision to continue to create innovative 
products using graphene 


Company history founded in 2011 by a group of 
scientists who came up with ways 
of using graphene; 2015 opened 


factory to produce graphene- 
based batteries for electric 
vehicles 

Current batteries for cars, bicycles and 

product range motorbikes 

Markets USA, Canada and Europe 

Financial previous three years’ sales 

Performance revenue: $201m, $225m, 275m; 
projected sales for next two years: 
$325m, $340m; large R&D 
investment 

Management —_ dynamic, forward-thinking experts 

team with good leadership skills 

Future plans new joint venture planned with 
South American graphene 
producer 

Additional supplying batteries to local 

factors communities 


BUSINESS WORKSHOP 3 > 34. 


MINUTES 


Project: Casa Paradiso grand opening 
Meeting date: 1 August 
‘Attendees: |), CE 


1) ‘Save the date’ invitations to guestlist 
Discussion: Email approved 
Decision: Send email 2 August 
Action: CE to send email to guest lst 

2) Contract with actress Lana Gabler-Jones 
Discussion: Lana Gabler-Jones's contract not 
signed 
Decision: Need contract today 
Action: CE to email LG-J' agent today to get 
contract signed 

3) Engineer to explain wind turbines 
Discussion: Decided a few weeks ago to hire an 
engineer to explain wind turbines - not necessary 
Decision: We don't need an engineer. 

Action: CE to cancel engineer 

4) Food order for the event 

Discussion: Catering company chosen 

Decision: Order food two weeks before event 

Action: CE to ask Sarah to place order 


BUSINESS WORKSHOP 3 > 5A 
Student A: M&PR representative 


‘As you work through the agenda, explain the 
following to the representatives from Casa Paradiso 
and listen to any information they have for you: 

+ Update on quest list: Good news: 125 people have 
said they would like to attend the party, and mare 
than half of them will fy in from other countries 
to.attend the opening. Should we try to get 25 
‘more guests to attend, or stop at 125? We haven't 
confirmed with any quests yet. 

+ Special celebrity quest: More good news ~ Lana 
Gabler-Jones signed the contract and agreed to 
come to the party. The next day, she will fly to China 
to begin work an a new film, so we were lucky to 
get her. She will be in China for three months, 

+ We noticed that the invitation email mentions live 
music. Did the Casa Paradiso team hire a music 
group? M&PR didn’t hire one ~ this may bea big 
problem. 

+ Sarah, who was supposed to order the food, went 
off work sick ten days ago and didn’t make the 
‘order Also, the caterers had the 1 October date as 
TBC, and are now no longer available an that date. 


BUSINESS WORKSHOP 3 > 5C 


Project: Casa Paradiso grand opening 
Meeting date: 21 September 
Event date: 1 October 


1) Progress of hotel construction 
Discussion: 125 guests will attend 
Decision: 

Action: 

2) Update on guest lst 
Discussion: 

Decision: 
Action: 

3) Special celebrity guest 
Discussion: 

Decision: 
Action: 

4) Music 
Discussion: 

Decision: 
Action: 

5) Food 

Discussion: 
Decision: 
‘Action: 

6) AOB 

Information discussed: 

Decision: 
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RESEARCH NOTES A 


Additional material >| 


Indian skincare market 

+ rapidly growing market - huge potential 

+ customers want natural, organic ingredients which 
include things like vitamins, aloe and herbs 


+ demand for products with organic ingredients 
predicted to grow by 20 percentiin next three years 


+ damage from environmental pollution growing, 
causing skin problems 


+ more awareness of need for sunscreen in products 

+ heat could be a problem for safety of products 

+ low import tax beneficial for foreign businesses 

+ pricing key to success - highly competitive and 
‘customers look for discounts 


+ markets differentin each region ~ so need to adapt 
to local demands 
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1 
From: NoahDubango@OragaPty.com 
To: Customer Service Manager, Red Cushion 


Subject: Unwanted delivery 


Your Customer Service Manager was extremely 
rude to me this morning when | rang to ask if 
you could come to collect the chairs, which 
you sent to us in error last week. We notified 
you immediately they arrived and you 
promised to collect them the following day. | 
have called every day since then and each 
time one of your agents has apologised and 
promised to collect them the following day. 
Instead | received an invoice by email this 
‘morning for the goods, which | hadn't even 
ordered. What sort of company are you 
running? 

Noah Dubango 


Purchasing Manager 


From: _GeoffMeyers@MballHoldingscom 
To: Customer Service Manager, Red Cushion 
Subject: Order #23401 20 dining sets ret RC/D6 


Dear Sir/Madam, 


You invoiced us for twenty of the above dining 
sets but we only received ten, We emailed you 
last week about the problem but have still not 
received a reply. We will not pay for any of the 
sets until we receive the full order. 


>) Additional materiat 
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‘Thursday, 4 May | 15:07 Guangzhou (21:07 Copenhagen) 


Frederik, 
| received the design model for the HM-02 today. 
However, there is @ problem. The main power 
switch has been placed in the wrong location. It 
works, but it doesn't look right. What should we 
do? 

Mr Lau 


Friday, 5 May | 8:03 Copenhagen (14:03 Guangzhou) 


Mr Lau, 
| was out with my family last night, so | didn’t see 
your email until this morning. The power switch 
absolutely needs to be in the right place, Please 
have a new design model made. How quickly can 
this be done and sent out to Paris? 


Frederik 


Friday, 5 May | 8:05 Copenhagen (14:05 Guangehou) 


Dear Frederik 


If send it back this afternoon, we can have the 
‘fnew one in Paris on Monday morning. 


Mr Lau 


Lesson 5.3 > 9A 
Student A 


Read the feedback for Student B's presentation and 
prepare for his/her questions. You can also invent other 
details if you wish. 


Strength _| Specific detail 
Content interesting | knows his/her subject well, 
ood use of examples to 
demonstrate points 
Time excellent | demonstrated good 
management time-management skills 
Weakness _| Specific detail 
Slides difficuttto | font too small, too much 
read information on the slides 
Delivery | sometimes _| pronunciation unclear, 
difficultto | sometimes spoke too 
hear quickly 
Body negative | looked bored, didn’t 
language communicate with 
audience, arms folded 


Ask Student B for feedback on your presentation by 
asking mainly closed questions. Begin with: 
Did you like my presentation? 


BUSINESS WORKSHOP 4 > 7A 
RESEARCH NOTES B 


Russian skincare market 

+ skincare market s one of the largest in the world 

+ women regularly buy more beauty products than 
in Europe and USA 

+ women aged 45-54 are largest consumers of 
products 

+ desire to look good and keep young is driving 
industry - anti-aging market very strong 

+ younger market mainly want facial products to 
keep skin clear from spots, etc. 

+ customers prepared to pay more for products 
which treat their specific needs 

+ supermarkets and hypermarkets are main 
distribution channel for skincare products, but 
internet sales are beginning to have an impact on 
these sales 

+ products which contain minerals, herbs and 
traditional Russian medicine are popular 
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1-email 


Order #23399 25 Olfice desks and matching fling 
cabinets ref RC/ODFC 

We received the order from you ten days 
Jate and when we unpacked the desks, four 
of them were damaged, We are very 
unhappy with the quality of your goods 
and wish to cancel our order. 


J. Long, Boston, USA 


2-social media 


Don't buy any furniture from Red Cushion. 

It falls apart and is very ugly and looks nothing like 
the adverts 

Sonja #uglychairs 84 632m 
Rubbish - its cheap furniture, Legs fell of my table 
and chairs were broken when they arrived. 
Customer service never replies to messages, 

Beware of this company! 

#BewareRedCushion rN 


3- phone message 
ve called you all day and all| gets ‘Sorry, all our 
agents are busy at the moment. We care about 
‘your call, Please hold and a customer service agent 
‘will be with you soon’ But you wait and nobody 
‘comes on. You play awful music and it's costing me 
a fortune in phone calls.| want to speak to a 
person who can solve my problem. This is the 
worst company Ive ever had to deal with. 


BUSINESS WORKSHOP 6 > 3A 


Report on new approaches 
to safety and security 


Introduction 

Due to problems regarding safety and security on 
company premises, management asked me to 
investigate new approaches to safety and security. 


1. Risk assessment review 
{tis clear that the company needs to review risk 
assessments for the factory and other premises, The 
following new approaches could be considered for 
the new safety and security policy. 
2. Robots and factory safety 
2.1 Ithas been proved that robots can greatly 
improve safety in hazardous environments. For 
‘example, we have to train human staff about 
potential hazards, such as equipment, chemicals, 
poor ventilation, heat, etc. They must also wear 
protective clothing to reduce the risk of harm. 
Nevertheless, instructions not to remove safety 
guards from equipment are still sometimes ignored 
to save time and some employees leave tools on the 
floor, creating trip hazards. 
2.2 Robots, however, are never forgetful and always 
do as programmed. They do not daydream or 
distract co-workers and they follow procedures, 
unlike human employees who can get distracted, 
become tired, angry or bored. They are never late or 
off sick. Furthermore, the lack of emotion makes 
robots productive and reliable and, therefore, 
profitable. Problems only occur due to human error: 
for example, programming faults, incorrect installation 
or failure to follow maintenance procedures. 
3. Security - Biometric ID 
3.1 Biometrics means methods of recognising 
people using physical characteristics such as face, 
fingerprints, iris or retinal (eye) or behaviour 
patterns such as handwriting, or voice, Banks, online 
shopping companies and other businesses use 
biometrics to improve security. Facial or fingerprint 
recognition is already used in various companies 
and is familiar to many mobile phone users. Some 
airports and airlines use facial recognition to move 
passengers through the airport more quickly. 
3.2 However, there are issues of privacy with 
biometrics and criminals can easily hack into these 
systems by photographing people’ fingers from 
photos posted on social media, and recreating a 
fingerprint so that a scanner believes it s dealing 
with the person. 


Conclusion 


Firstly, the risk assessments need to be reviewed. 
Secondly, we should consider using robots in the 
factory to improve safety and, ultimately, save money. 
Regarding secure identification and entry to premises, 
biometrics potentially offers a secure system, but 
further investigation into this area is needed, 
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Additional material > 


Case history C 

‘A family were travelling to Bali with their young son 
‘who had some serious food allergies and therefore 
needed to have special milk and eggs. Asa result, the 
family had packed these in their suitcase. 
Unfortunately, during the flight the eggs had broken 
and the milk had leaked so they had no food for their 
‘young son. They told the hotel what had happened 
and the hotel promised to try and find replacement 
food in town, However, they looked everywhere in 
Bali and couldn't find the right products. Then the 
Executive Chef remembered that you can buy them 
in Singapore, where his wife was from. He called his 
mother-in-law and asked her to buy them and then 
fly to Bali with them, which she did, 


Case history D 

‘A.company was celebrating its 50” anniversary and the 
managers decided to have a party at their favourite 
restaurant where they usually took their guests and 
visitors for business lunches or dinners. Everyone 
enjoyed the party and had a good time although there 
‘were some issues with some of the food; it was not as 
good as it usually was so the Office Manager, who had 
organised the party, mentioned this to the Restaurant 
‘Manager, When she checked her phone after she got 
home, she discovered that the restaurant had posted 
some very negative comments about her company on 
social media, saying that they were the rudest customers 
‘ever. The next morning she contacted the manager and 
asked him about it, He said he didn’t know anything 
about it and it was someone having a laugh. 


BUSINESS WORKSHOP 3 > 5A 
Student B: Casa Paradiso representative 


‘As you work through the agenda, explain the following 

to MBPR and listen to any information they have for you: 

+ Progress of hotel construction: The construction of 
the swimming pool is behind schedule, and so the 
area will not be ready for the party. There is no other 
suitable location at the hotel. It should be ready by 
15 October. We need to change the party date to 16 
October, Need to inform quests. 

+ Update on quest list: We've budgeted for food for 100 
guests, and we think that is a comfortable number 
of people to enjoy the evening without it feeling too 
crowded. 

‘+ We have spoken with a DJ who could doa disco and 
also a local band who have appeared on TV and 
are becoming very popular, The band isa lot more 
‘expensive, but may be worth it. Both are available for 
1 October, but we aren't sure about 16 October. 

+ The wind-power electrical system is complete and 

working very well. Should we email some pictures of 

itto our guestlist? 


>! 
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Group C 


‘Company name Palace Sea Magic 


Location based in Ecuador 

Company —_to provide upmarket cruises on 

vision small boutique-style ships, offering 
higher-quality service than found on 
bigger cruise liners 

Company founded in 2003 by two 

history businessmen who worked for the 
larger cruise companies for 20 years; 
they bought one small ship, 
refurbished it and started their 
business which now has three ships 

Current cruises around Central and South 


product range America and the Galapagos Islands 


Markets South America, USA, China and 
Australia 

Financial previous three years’ sales revenue: 

performance — $150m, $100m, $265m; projected 
sales for next two years: $375m, 
'$450m; poor figures two years ago 
due to bad weather conditions 
(hurricanes/storms which damaged 
‘one of the ships) 

Management experienced cruise industry experts 

team with efficient team of employees 

Future plans new cruise ship in two years 

Additional supporting environmental projects 

factors in the places the cruises visit 
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Monday, 1 May | 16:23 Copenhagen (21:23 Guangzhou) 


Mr Lau, 
As you know, I'm going to Paris next Sunday, 9 
May to present the HM-02 on Monday to some 
key clients. | will need the new design mode! on 
that day, in the afternoon. Can you please confirm 
it will be ready in Paris on Monday? 


Thanks, i 
Frederik 


Tuesday,2 May | 9:07 Guangzhou (3:07 Copenhagen) 


Frederik, 


| am expecting the design model on Thursday this 
week and will send it out overnight immediately, It 
will be in Paris on Saturday at the latest. 


Mr Lau 


Lesson 6.3 > 8 


Colleague B 
+ Maintain a positive relationship (you know the colleague 


hasn't taken a holiday this yean). 


+ Explain that the HR Director, who is away til Monday, 


‘must approve. 


+ State your position you must find someone to cover 


the work. 


> Videoscripts 


1.1.1 P=Presenter YB =Yonne Buysman 
‘AN= Ashley Hayward RB=Ruth Badger 
LS=Lord Sugar RF=Richard Farteigh 

The twenty-first century workplaceis constantly 
‘changing, In many countries, the idea ofa career 
for life is tong gone. What employers want are sills 
that can be applied toa range of tasks and roles. 
‘Asa result, they look for flexible people who can, 
‘demonstrate transferable professional skills as well 
‘3s personal qualities that wil benefitthe company, 
Here's an insider's guide to the skills and qualities 
‘thatwill et you hired and also help you survive in 
today’sjob market 

Alarge part of the academic experience is based 
‘around individual performance. 

In business, however, things are quite different. You 
‘need to develop arange of transferable sls. And 
‘one thing that many recruiters put atthe top of 
theists the ability to workin teams. 

YB: I would look at .can this candidate fitinto 
the team well do they work well with people, are 
they passionate about the topic, do they think 
outside of the box? 

‘AH: Employers value teamworking sils very 
highly indeed, sf you're studying, it’ really 
important you try and get some experience. Now, 
‘obviously, an internship’ an ideal way to do this 
but you can also doit through part-time jobs, 
‘through vacation work, through voluntary work, 
‘or helping with societies and clubs while you're at 
university 

RB: Your experience a school s really really 
important. So, ifyou played ina team ~ guess 
what? You'e a team player - you set goals. you can 
achieve. 

Twenty-first century careers involve alot 

‘of movement, not just between jobs, but also 
between industries and countries. t's no good if 
your skillset locks you into one industry or even, 
into one company, and this is where flexibility is 
important. 

‘Adi: Be prepared to develop attributes that are 
transferable across sectors so you can make the 
bbest moves for your career. "m talking about 
things like critical thinking, which means analysing 
information very carefull, communication skis, 
problem solving, being able to influence people. 
‘Make sure you work on your communication skills 
in person, on paper, face to face, insmall groups, 
in arge groups youl need to do this wherever 
‘you work, whatever job itis, across all sectors - 
communication skills ae absolutely key. 
Employers are not ust hiring a package of skils, 
they're hiring a person, and i's personal qualities 
‘that are of key importance: honesty, flexibility, 
‘enthusiasm - these things matter alot. 

YB: Be passionate -if you're really going to apply 
toa company that you're interested in, make sure 
‘your passion comes through and be genuine and 
‘authentic about that passion, You're going to work 
hard, you'e going to play hard but you have to be 
passionate to be successful. 

AS: It's their own determination that’s gonna get 
‘them job, right? Employers, you know. are gonna 
{ook t them not necessariy for the skills that they 
‘may have, but for the passion that they may, you 
now, express. 

ARF: Convince them that you have integrity. You 
‘know, integrity is very important, obviously And 
‘convince them that you have ability, that you'll do 
everything you can to make that job work 

RB: If you are motivated and have a can-do 
attitude, you wil get wherever you want. 

: Soto sum up our insider's guide... You need 
professional skills that can transfer from one job 
toanother, especialy the ability to be a good team 
player. And don’t forget that employers look at 
the person behind the CV or résumé to identify the 
personal qualities they value in the workplace. 


1.3.1 D=Daniel A=Alex J=Jessica 

B= Beata 

D: Hi, ™m Daniel Smith. heading up the 
Diabsenor projecthere at Evromed.t'sanew 
treatment for type 1 diabetes. 

There's alot of excitement about it, which | love 
Theres also alot of work to do, which means aot 
ofstress.Sot'm putting together a small team of 
our trainee graduates, Hopefully, none of them will 
beasnervous on ther first day as Alex was 

A: theard that! 

Isthat Beeta? Batta? Barta? 

D: Beata. She's Polish. Ispoke toher on the 
phone. Great CV Very promising. Business school 
in Krakow, five years’ experience in Japan 
Confident .. ut not too confident. 

‘A: Ah. Good. Hopefully she'l get on with Jessica 
then 

J: Jessica Scott. Evromed is a small family 
‘owned business dealing in the pharmaceutical 
sector. As CEO, tm looking for the right attitude 
inan employee. Confident, but not arrogant. And 
sometimes I feel that overconfidence can come 
across as arrogance. 

Hello, Daniel, isnt it? 

1: That's me. And this s Alex He's been here just 
covera year. 

‘A: Ayear already? That’ hard to believe. Twelve 
‘months i tis crazy place! 

Sorry? 

Don't worry, Beata, Alexisjust abit ofa joker, 
that’sall 


1.3.2 B=Beata A=Alex D=Daniel 

Je Jessica 

B: That's OK. Iwas just confused fora moment. 
Nice to meet you. 

‘A: You, too. {hear you lived in Tokyo. Where 
exactly did you lve? 

B: Suidobashi, Do you know it? 

‘A: Ah, yes, near the baseball park. lived there 
myself for a while. Loved it. How long were you in 
Japan fo? 

B: Five years. When were you in Tokyo? 

‘A: 2013 to 2015, About eighteen months. 

1B: What did you do there? 

1A: Teaching English, mainly 

BB: Teaching. interesting, What did you like best 
aboutit? 

Mainly the food! 

Thisis Jessica Scott. She's our CEO. 

B: Hello, Ms Scott. Beata Kowalska, Nice tomeet 
you. 

4: Please call me Jessica, hear you worked with 
‘one of our main competitors in Tokyo? 

You mean MEDilink? 

‘You must have learnt lot while you were there. 
‘Absolutely. But'm very keen to learn even 
more here. 

J: Well, you're going to be working with a great 
team. Daniel and Alex really know their stuff, How 
about we chat in a couple of weeks’ time? 

‘Sounds great. Thank you, Jessica 

2: Nice to have you on board 

‘was very impressed with Beata. Confident but not 
arrogant.Just the right balance. 

D: Beata made a great first impression. tm sure 
she and Alex will have lots of Tokyo stories to share. 
‘And even Jessica liked her! 


1.3.3 B=Beata J=/Jessica D=Daniel 

‘Oh. Right. So 'm working on the Diabsensor 
project, yes? What willbe doing exactly? 

Hello, Ms Scott. Beata Kowalska. Very nice to meet 
You. Let me tll you about myself. have lots of 
‘experience working in project management, and 
have recently completed an internship in another 
‘medical supplies company in Japan. MEDIlink. 'm 
sure you know it? 


Videoscripts >| 


J:_ tmaware of our biggest competitor yes. 
B: How is the Diabsensor project coming along? rd 
like to discuss my ideas, if possible 

J: Wel... it's probably bestf you get to know the 
product and the company frst Daniel and Alex will 
look after you for the next few days. 

B: Yes. Of course, 

4: Welcome to Evromed. 

‘Beata? Hmm. Honestly fm not sure, love her 
enthusiasm, but... she seemed alittle arrogant 
wath it. 

1D; Beata meant well. fm sure. But Jessica didn’t 
respond well to her, which isa shame. Perhaps she 
‘needs to work on her communication skills little 
more. 


13.4 

Basically building rapport is about getting on well 
with people, individually or in a group.Once you 
build rapport, you generally find communication 
flows more easily and it's usually more effective 
too. Sometimes rapport just happens naturally, but 
other times you need to use simple techniques to 
evelop a link withthe other person, 

If we observe Beata in Option A, she doesn’t have 
any problems building rapport with Alex. They 
both have an interest in Japan and rapport seems 
tocome naturally. t's nat the same with Jessica. In 
‘Option A Beata comes across as confident, which 
Jessica seems to appreciate, and this way the two 
‘create 2 bond. i's quite different in Option B, where 
Beata tries too hard to show how much she knows. 
‘There are different ways of building rapport. One 
‘ways tofind out what you have in common with 
theother person. i's not dificult - start by asking 
simple questions; business travel is often a good 
place to start. There are also simple non-verbal 
techniques you can use. Try to keep an open posture 
when youre speaking and smile. And eye contact 
wil help you develop rapportin most cultural 
contests, bt make sure snot too intense. 


2.1.1 P=Presenter CG=Carlos Ghosn 
Different countries often dominate in different 
lndustries. When we think of luxury goods, we 
think of France and italy, and we associate internet 
technology with the USA. Japanis well known for 
itsstrong consumer electronics and car-making 
industries. Let's take a closer look atthe country’s 
economic development over the past decades. 
Japan's industrialised, free-market economy is the 
third largest the world. n the past, the country’s 
been seen as a mystical land of cherry blossoms 
and samurai, Nowadays it’s better known as one of 
the world’s leading high-tech economies. 

Japan enjoyed rapid expansion after World War 
‘Two. Itrecovered from devastation to become the 
‘world's second-largest economy by the 1960s. 
Japants service sector which includes finance, 
trade, entertainment, tourism, retail and 
transportation, accounts for a massive three- 
quarters of Japan's total economic output. Itisert 
surprising therefore that within the financial world, 
the Nikkeiis one of the most important markets, 
and that many Japanese banks are global players. 
Butithas been Japan's manufacturing industries 
that have made the most global impact. 

‘The automotive industry has been particularly 
successful Japanese car manufacturers enjoy a 
reputation for producing reliable, high-quality and 
innovative vehicles. They pioneered technological 
‘advancements in the use of robots, which enabled 
the Japanese auto industry to produce ars toa 
high standard and very efficiently 

In the 1970s Japanese car makers became 
‘aggressive and successful exporters. The cars were 
‘cheap, reliable and popular with consumers. This 
‘meant domestic car makersin the USA and Europe 
(ost marketshare 
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Japanese vehicles’ continuing popularity enabled 
“Japan to become the largest car-producing nation 
inthe world in 2000. 

Despite increasing competition, Japanese 
automakers continue to innovate - the Toyota 
Prius was the fist, and is still one ofthe best- 
selling, mass-produced hybrid cars. In 2010, Nissan 
released the world's ist all-electric car: the Leaf. 
(G6:This car represents a real breakthrough. For the 
first time in our industry history a car manufacturer 
will mass-market azero-emission car, the ultimate 
solution for sustainable mobility. 

P itisn’tonly the automotive industry, however, 
that provides wortd-beating products 

Japanese electronics companies are known 

{for producing small, well-designed and often 
‘innovative products. Some ofthese have been so 
‘original that they have changed the way we live, 
work and play, 

11979, Sony released the Walkman, asmall and 
portable cassette player allowing consumers to 
listen to music while on the go -a concept that 
‘was revolutionary back then. 

Inthe realm of video game technology, Japanese 
‘company Nintendo is credited with producing the 
bestselling handheld console in history ~the DS, 
while electronics giant Sony claims the highest 
selling console of al time in the Playstation 2 

‘As we've seen, inthe twentieth century Japan was 
very successful in using technology to innovate 
inareas ike the automotive and electronics 
industries. Willitbe able to use twenty-first 
‘century technologies as effectively? That isthe 


BB: The CEO sholding an induction meeting today 
01 thought 'é prepare litle over my morning 
coffee. Evromed .. famity-owed business ..145 
employees .. main market share in Europe And 
suppliers based in China... in Shenzhen .. newer 
projects in South America. New contractin Rio to 
‘supply hospital with device for diabetes patients. A 
trip to Rio would be very nice at this time of year 
‘or any time of year 

J: Pease feel fre to ask questions as we go along, 


2.3.2 J=Jessica 8=Beata G1=Graduate1 
J: Please feel free toask questions as we go along. 
B: How does the new product work, Jessica? 
45. Good question. Who hates the sight of blood? 
‘Wow. It’s not often meetings come toa consensus 
so quickly, Now, imagine you have to prick your 
finger several times a day just to check your blood 
sugar levels. With the Diabsensor, you don't have 
to.It’sareal breakthrough - 

: Sorry, Jessica, when you say ‘blood sugar’, do 
‘you mean ‘glucose? 
3: Yes, that’s right 
B: And how does it work? 
J itanalyses the patient’ glucose level. A sensor 
‘collects the data through a patch on the skin and 
then sends it to a remote monitor. Basically it's a 
reliable and pain-free way to manage diabetes. 
Does anyone have any other question... 

B: How big iit? 
J:_ Small. Ifitsin the palm of your hand, weighs 
‘about 35 grams. | actually have a prototype handy. 
‘Would anyone Uke to see it? 
'B: And the assembly process? | understand it's 
‘made in China? 
4s The components come from China, yes, But 
we assemble the product at our plant herein 
Manchester Just across there infact. 

1: Sorry, Jessica, if could just. 

BB: Why don’t you assemble the product in China? 
Isnttit cheaper? 
J: Beata, like your enthusiasm, But maybe 
someone else has a question? Please, yes, go ahead. 
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G1: What was the reaction tothe product? 
3: Very good initially . 

B: | probably asked too many questions | think. But 
‘to be honest no one else seemed very interested, 
which isa shame because it's a realty innovative 
product. My mum hastype 1 diabetes and this 
device would make her ifeso much easier its also 
‘one ofthe reasons | wanted to do this graduate 
programme. But yes... Jessica was getting alittle 
initated by my interruptions. should be more 
‘careful about that next time. 


2.3.3 Gl=Graduate1 J=Jessica B=Beata 
G2=Graduate2 63=Graduate3 

4: Please feel free to ask questions as we go along. 
Ga: What can you tell us about the product? It 
sounds very innovative 

4: Good question. And itis very innovative. But 
here's a quick question for you firs. Who hates the 
sight of Blood? | bet we're all scared of spiders, too. 
‘Anyway. imagine you hate the sight of blood, but 
you have to prick your finger several times a day 
justto check your blood sugar levels. Yes? 

B: Sorry to interrupt, Jessica 

4: That's OK. Please go ahead 

B: When you say ‘blood sugar’, do you mean 
‘glucose’? 

J: Glucose. Exactly. Yes. 

‘G2:Ah, good, thanks. was wondering about that, 
too. 

4: So, asl wassaying ..no more pricking of 
fingers. The Diabsensor uses a sensor to ead the 
patient’ glucose level. t collects the data through 
8 patch on the skin and then sends ito aremote 
‘monitor, Basically it’ a reliable and pain-free way 
to manage diabetes. 

G2:How big iit? 

4: Small. Handheld. it weighs about 35 grams. 
How about | pass round a prototype for you to have 
alook? 

B: Excuse me, Jessica, can just ask...71 
understand the components are made in China, is 
that right? 

4: Yes, they are made in China... but we assemble 
‘the product here in our Manchester plant. Just 
across there, infact. Any more questions? 

B: Idle 

G3:Yes, please can 

4: Yes, please, go ahead. 

6G3:Thanks. What was the reaction to the product? 
4: Very postive, actually, There are several articles 
inmedical journals. can send you some tnks. 
G3:That would be great. Thanks. 

i So... more questions? Alright, then. My 
assistant Carol will be here soon and she'll take you 
‘tomeet the production team, 

BB: That went really wel. |had so many things 

| wanted to ask - but it was important to let others 
speak, too. Such a relaxed, friendly atmosphere. 

1 think fm realy going to enjoy working with 
these guys 


2.3.4 

Ws clear Beata i highty motivated, not only bythe 
Programme, but also by the product 

In Option A, wesee how she dominates the 
‘meeting; she interrupts continuously and even 
criticises the production process. She's clearly 
focused on getting answers toher questions. Asa 
result, she gets information on the product but she 
‘makes a bad impression, 

In Option B we see her using a more balanced 
approach. She’s much more respectful, not just to 
the speaker but to the other participants as well. 
This time, she makes a better impression. 
Sohere's my advice. We all have our own agenda 
‘when we attend 2 meeting, The important point is 
to respect the other participants, and that includes 
the presenter Two things:first, this means knowing 


‘when to listen. And second, we should remember 
‘to watch the other participants so we know when 
tointerrupt. 


3.1.1 P=Presenter Mi=Man1 


Pe Inbusiness, asin life things can and dogo 
Wrong, Imagine this situation: you are responsible 
for a major construction project that, after years 
cof planning and careful project management, 


Project Manager's worst nightmare. n the case of 
London’ Millennium Bridge. it was a nightmare 
come true 

The Millennium Bridge hit the headlines forall the 
Worst reasons. As people walked across the bridge, 
instarted to move from side tose. 

(Mi: Bit surprised by the degree of sway. 

WA: [feel very seasick, yes. But i's not too much 
further and we can get off the other end. 

INR: The architects say that s a suspension bridge 
itwas alwaysintended to move, although not quite 
‘asmmuchas ithas been over the last few days. 

:_ What was making the bridge wobble? Wasit 
safe? It wasn'ta big movement, but people could 
feel it and were worried about the safety of the 
bridge. 

PH: The Millennium Bridge opened in the year 
2000, on the millennium, but that was actually 
slightly behind schedule and stightly over-budget, 
butina project ofthat complexity, that’s not so 
Unusual. What was unusual was that when people 
started to walk across the bridge. it began to sway, 
quite dramatically from side to side. 

P:. The engineers were sure thatthe bridge was 
safe, but the team closed the bridge while they 
investigated the problem. 

PH: One of the central parts ofa project 
manager's job isrisk management, so that’s 
‘anticipating all the things that could possibly go 
‘wrong, and having a plan in place to reduce those 
‘risks. And in the case ofthe Millennium Bridge, 
they just didnt see the wobble coming at al 

: While engineers investigated the mysterious 
wobble, the project managers also had a busy time. 
PH: After a setback ike this, the project 
‘manager’ highest prirityis to manage all the 
different specialist teams who are working on the 
bridge, but also to facilitate good communication 
between those teams. Together they're going to 
have to come up with anew plan of what to do, 
Which is going to involve setting new budgets, 
‘coming up with new schedules and agreeing 

‘new milestones; but the most important thing, 
immediately. isto figure out what the problem was 
and tofind 2 solution 

P: The investigation was complicated and took a 
long time. The engineers found that the cause of 
the problem was the way people's bodies reacted 
tothe very small movement ofthe bridge. The 
bridge’ sight movement caused people to walk 
differently, and the change in their walking made 
‘the bridge move more. Engineers came up with the 
solution of attaching additional parts tothe bridge 
to stop the movement. The work resulted in even 
greater budget and schedule over-runs 

PH: I don't thinkit's fair to blame the project 
‘managers on the Millennium Bridge for the 
‘wobble, because although we've known that 
lightweight bridges are prone to lateral motion, 
that phenomenon of thousands of people 
synchronising ther steps had never been seen 
before. So, i's not the kind of risk you can just 
predict easily. However, from now on, you can be 
Sure that t the top of every project manager’ risk 
register, ‘bridge wobble’ will appear. 


P: Two years after the intial problems, the bridge 
finally reopened, and it remains a popular London, 
attraction Ithas not suffered from any further 
severe movement. Despite that, its still known in 
popular culture as the “Wobbly Bridge’ 


3.3.1 D=Daniel 8=Beata C= Clarice 

D: The thing s,m going tobe really busy on 
Jessica's new project for the next few weeks So 
{need Beata to do the day-to-day workon the 
Diabsensor 

‘rmsure he'll be able to stand her ground and 
eal with the various issues. But, ifshe does have 
problems, tm still the project manager and she 
‘knows that my dooris always open ~ apart from 
wien 'm having my lunch break, That's my time. 
8B: Daniel mentioned that he would tke me to 
speak to Clarice about the new requirements. 'm 
sure ican handle it. ve worked with sub-suppliers 
‘and cents on many other projects, And Daniel is 
always close by, incase | need him, 

1: Clarice, Good to see you. This is Beata. She'll 
’be taking over from me as your main contact on 
the Diabsensor. As you know, Clarice is our main 
sub-supplier on the project. Her company will 

bbe sending us almost all the components, She's 
almost as vita to the project as am. 

Noone could beas vital as you, Dan. Very 
pleased to meet you, Beata 

Likewise. 'm looking forward to working with 
you. 

D: Ihave a meeting room booked. Shall we.” 
So, that's the tech side covered. There's just the 
<etails ofthe shipment deadlines to sort out. We 
‘need to make some changes. Beata, already 
late for another meeting. Can you bring Clarice up 
tospeed? 

8: Noproblem, leave it with me, 

D: Great. 

B: He's so busy today. Well we all are 

It looks that way. 

B: Anyway as Daniel said, think there sa problem 
‘with one of our shipment dates. Here we are. 
‘Aprit.17®, That's when the delivery is supposed to 
leave your factory, isnrtit? 

Yes. Four weeks from now. 

'B: And the container will arrive on the 28° of May? 
© That's the plan. 

': The troubleis that one of our deadlines has 
‘been moved forward so we need atleast some 
‘ofthe components by the 10th of May. Ishould 
hhave the details here... ah Yes. These ones. The 
‘new schedule would mean we need at least one 
shipment early, probably by ai. 

Hmmm. Difficult That wil puta real strain on 
the budget. We planned to ship everything by sea, 
twas going tobe part of consignment fr the UK. 
B: There's no flexibility, m afraid, We really need 
the components earlier Two weeks earlier, infact. 
: OK.l understand your postion think we can 
do it. Just let me recalculate the budget. There’ be 
additional costs 

‘But... is that realy our responsibility? The 
original shipment was due in by the 9° of May. You 
changed it tothe 26". 

‘C That wasall cleared with Daniel. Arrangements 
hhave been made. If we had known otherwise. we 
‘would have shipped earlier. 


3.3.2 B=Beata C=Clarice 

B: But things have changed now. You need 
tomeet this new deadiine. tm afraid can’t 
‘compromise on this. 

G Sothere’sno flexibility at all? How about a few 
daysiater? 

'B: Iimafraid 'm just not that flexible. My hands are 
tied. We need that shipment by the 10°. 


: Alright. Let's be clear here. You now need me to 
{get these components tothe UK by the 10°, and | 
have to cover al the costs myself? 

B: Exactly, yes. 

: Seriousiy, Seata- there's nothing you can do 
here? No flexibility? Fine, Leaveit with me. Ul call. 
the factory in Shenzhen and get back to you. 

B: Excellent. Thank you. 

| got what | wanted, which is good. And she knows 
that lam the boss, which is also good. don't think 
im going to have too many problems with Clarice 
inthe future 


3 B=Beata C=Clarice 

Yes, know that Daniel cleared the existing 
schedule, but it doesn't change anything, We stil 
‘need the shipment by the 10°, As said earlier, 
have no room for manoeuvre on tis. 

iva pity we don't have another container 
leaving this week. We could have sent them 
straightaway. Assay, they’ ready to go. 

B: Soit seems tome we have two problems here. 
I need the components to arrive by the 10°. You 
need tobe able to cover additional costs. How 
about this? could speak to one of our other 
Suppliers. We have another container leaving China 
this week. Maybe they/tI have some space? 

G: That could work, We're talking two cubic 
metres, maximum. 

B: Let me make some calls, 

: ll see if we can get the components down to 
the docks in time. Pretty sure we can. Do you know 
where the container right now? 

'B: Probably til in the factory, 

Where's that? 

8: I couldn't point it out on a map ... but know it’s 
in Guangzhou. That's near Shenzhen. right? Looks 
like this could be a win for both of us. 

big win. And all before lunchtime, to. 

BB: mvery happy with how that meeting went 
‘got what | wanted, and| think that listening to 
Clarice and trying to solve her problem, made our 
working relationship stronger. That wil help me in 
the future 


3.3.4 

We all have times when people tellus what to 

do. We allhave times when we need to tell other 
people what todo. Inthe clip we see two ways of 
doing this. 

In Option A, we see how Beata chooses to use her 
authority to get the job done -she'sin charge and 
she knows that Clarice will do what she wants 

In Option B, we see Beata and Clarice working 
together to finda solution to the problem. So here 
she also achieves what she wants but the outcome 
‘seems to be better for Clarice thinkin this option 
their relationship improves, too. 

Ofcourse, every situation is diferent, and it is 
impossible to say what always works best. But 
there s an English praverb which might help: "to 
put yourselfin the other person's shoes’. How 
‘would you feel ifsomeone didn’t treat you in the 
way that you treated them? Would you still respect 
them and work hard for them? Thisisa question 
every person in authority has to think about, 


4.1.1 p=Presenter St=Susanne Taylor 
BL= Betty Liu LM=Lawrence Maltz 

Whilst markets may be global, not all products 
are universal. Multinationals need to analyse their 
target tertories, adjust their marketing strategy 
{and adapt their products to meet local preferences. 
China sa vast country with a rich elite and the 
world's largest middle class. This makes it highly 
attractive market to multinational companies. 
Theresa strong appetite for Western goods 

and brands. Chinese consumers have their own 
preferences. Therefore, product customisation is an 
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important consideration for selling into China. This 
canatffect both high-end luxury goods as well as. 
‘mass-market consumer brands. 

CCarsare one example a the luxury end ofthe scale 
Volvo launched a new high-end sedan in Shanghai. 
Itis customised for the Chinese market. They 

have removed the front passenger seat to make 
‘more room in the back and added a host of uxury 
features. Why? Because wealthy Chinese have 
drivers and won't ever need the front passenger 
seat. They want more room in the back. 

Jaguar adopted a similar approach for their new 
sedan. They didn’t go as far as removing a seat, but 
they packed the rear with luxury features. 

‘ST: The focus ison chauffeur-driven. There's lot 
‘of chauffeur-driven cars within Hong Kong and 
mainland China, I's very unique product that we 
‘think realy appeals to premium customers who 
‘want a good experience in one of our cars 

: Butit’s not justthe richer consumers in China 
‘who are spending money on Western goods. 
China's huge middle classis a good opportunity for 
‘mass-market consumer brands. 

‘But those global brands also have to adapt - even 
ifonty slightly. 

For example, at the opening of Starbucks’ flagship 
store in China, we could see thatthe Starbucks 
branding - known all over the world - was 
different. Te words werent there. This made 
itclearer for consumers used to the Chinese 
alphabet 

The rest ofthe world associates Starbucks with 
Coffee. China, however, is the home of tea. So 

in hina, Starbucks has adapted the brand to 
specialise in selling a range of premium teas, whilst 
stil offering the same “Starbucks experience’ to 
consumers, 

BL:Some ofthe teas that they‘re going to sellin 
China: black tea with ruby grapefruit and honey. 
‘And then there's green tea with aloe ..so you 
‘know that... that. continues to... um...einforce 
that premium feet of Starbucks, right? That youre 
drinking something a ite bit different. 

P: And, of course, Starbucks also hopes to convert 
the Chinese to coffee, 

LM: You know people say whi... why... goto 
China, because they drink tea and not coffee? And 
‘fm saying, what an opportunity. You know... We 
believe that the coffee consumption will continue 
to grow here, and we want to seta standard for 
that growth, 

: China will continue to grow as a market for 
‘multinational companies wishing to appeal to 

the middle class and the wealthy. And while the 
‘market continues to exist, so will novel adaptations 
‘of Western products inthe Asian market. 


4.3.1 A=Alex B=Beata 

‘A: So, willit be your fist time in Rio? 

B: Yes. first time. feel worried, But! know! 
shouldn't be.| don’t really know why. was in 
Japan for five years, m used to traveling, 

'A: Don't worry You'll love Rio. ve been there 
twice. | guess you'll be meeting Mateo, right? 

B: Mm. 

‘A: Daniets probably explained by now. Mateoisa 
nice guy buthe can be very domineering, Likes the 
‘sound of his own voice. t's dificult to stay on track 
sometimes. 

B: rlbear that in mind. Here is my main worry. 
Alex | think Im well prepared. bought a book 
‘about Brazil history customs and so on, But | have 
‘feeling it's going to be really dificult. tm only 
‘there a couple of days. Will that be enough time to 
{get to know Mateo? What about the local market? 
‘Orhow we can adapt the Diabsensor toits needs. 
‘A: Seriously? Don't worry. You'll be fine. Just 
remember Mateo likes to multitask. Just go with 
the flow. 
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4.3.2 M=Mateo B= Beata 

on a vacation last year. Great memories. What 
about your family? Are your parentsin the same 
field as you, the healthcare business? 

'B: Ah, no. Dad's professor. Mum worked various 
jobs but she's basicaly retired now. Can we move 
to the Diabsensor? 

(M: Which university? 

B: Excuse me? 

IM: Your father, the professor. Which university is 
heat? 

B: Erm... Warsaw. The Chopin University of Music. 
'M: Ah, the Chopin University. That’s not too far 
from the National Museum. | know Warsaw well 
IeSone of the world's great capital cities. 

B; imvery fond of the place, too. Anyway, the 
Diabsensor 

M: There will be plenty of time for that ater. 
Remind me. What’ the name of that really tall 
building inthe middle of Warsaw? | went toa trade 
fair there once, many years ago. 

Alo! 

Tehau. chau, Obrigado novamente, Tchau 

B: Is thisa good moment to start talking about the 
Diabsensor? 

M: Relax. We'll come to that later. Back othe tall 
building, Do you know the one | mean? 

1B: The Palace of Culture and Science? 

‘M: The Palace! That'sit That reminds me. met 
Jessica Scott there forthe fist time. What was 

the event again? |thinkI til have a programme 
somewhere around here. Do you want to see it? Don't 
‘worry We'll get tothe Diabsensor ina moment. 

B: Mateo, | really think we should get to the 
Diabsensor now. We don’t have long to talk 

(M: Ifyou insist. Fine. ust thought you would be 
interested in the programme. That's all.Before 
forget tell me again why Daniel couldn't come. 

B: Wow. We certainty have very different 
approaches. in the end Mateo seemed aitle 
‘unhappy when | took contro of the conversation. 
tried again and again to bring him back to the 
Diabsensor, But he wanted to talk about other 
subjects. see what Alex meant about multitasking 


4.3.3 M=Mateo B= Beata 

M: ona vacation last year. Great memories. What 
about your family? Are your parents in the same 
field as you, the healthcare business? 

B: My parents? 

M: Yes, are they in the healthcare business? 

'B: No, not at all Mum had various jobs, but she's 
‘basically retired now and dad's a professor 

(Mz Oh yes? Whereabouts? 

'B: Warsaw. The Chopin University of Music. He'sa 
bitof a musical mastermind. 

M: Ah, the Chopin University. That's not to far 
from the National Museum. 

B: Yousound like you know Warsaw well. 

M: |adore Warsaw. It's one ofthe world’s great 
cities. 've been there twice. Remind me, what's the 
‘name ofthe really tall building in the middle ofthe 
city? I went toa trade fair there once. Many years 
ago. Al6!OK. Tehau. Tehau. Obrigado novamente. 
Tehau. Now, where were we? 

B: I think you were talking about the Palace of 
Culture and Science? 

M: The Palace! That'sit That reminds me. met 
Jessica Scott there for the first time. What was 

the event again? think stil have a programme 
somewhere around here. Want to see it? 

B: Ofcourse. 

M: Great. And don’t worry. We'll get to the 
Diabsensor in a moment. 

B: He liked to talk lot! But, as Alex said, itreally 
‘was best to go with the flow. | didn’t want to 
seem rude or uninterested even though | really 
‘wanted to discuss the Diabsensor. Mateo has a very 
different way of handling meetings to me and |had 
torespect that, 
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4.3.4 

‘Mateo and Beata ae diferent in terms of 
nationality. age. experience, status and personality. 
Inthis case Mateo seems very comfortable with the 
situation and sin control He decides the topic of 
conversation. Beata can do litte to change Mateo's 
more dominant style 

‘0, she has two choices. She can try to get Mateo to 
follow her agenda and talk about the Diabsensor, 
‘or she can simply go with the flow and see what 
happens. 

If she tries to push her own agenda, she might 

save time, but she might also affect the business 
relationship. On the other hand, fshe goes 

with the flow, she might build up the business 
‘elationship, but she could also end up losing 
control ofthe situation, 


5.1.1 P=Presenter sp =Scott Drummond 

Mi =Man1 M2=Man2 MP=MikePeng 

P: These lunchtime diners in San Francisco are 
intrigued by a fully automated restaurant that 
looks more like a computer store with touch-screen 
‘ordering and freshly made meals delivered in a 
box. 

SD: Technology i allowing us to provide a 
Product at an unprecedented speed, sothe time- 
pressed consumer in the financial district really 
doesn’t have the patience forthe old ways of going 
‘out and buying food. interacting with somebody 
‘who might not hear your order correctly. 

We've addressed that by creating a process that's 
incredibly fast, incredibly precise and vitimatety 
gives the customer much more control about what 
they want for lunch, 

P: had to try it for myself, Much lke any other 
touch-screen menu, it starts withthe swipe of your 
creditcard. You can customise the menu. The food 
here is all vegetarian. Once your order's placed, 
it’s prepared at lightning speed by chefs working 
behind the scenes. 

Sohereitis, hat was less than two minutes, the 
food has been delivered, it says here tap twice, the 
door opens and here’s lunch, with my name oni, 
‘my balsamic beet salad. Looks good 

MI: Usually we only have half an hour, 45 minutes 
for lunch, soit’ nice ta be able to come out 
during actual lunch hour and get a quick healthy 
lunch. Thisis the frst time I've seen anything this 
automated and this high quality coming out of a 
‘machine. ve seen, you know, they have similar 
things in Amsterdam, but the quality ofthe food 
isnt halfas good. 

M2; | think that we're moving away from social 
interaction and this isjust completely facilitating 
‘that. We didn’t have to talk to anyone to get our, to 
{get uh, food made for us, which | don't necessarily 
thinkis the best thing, butit's certainly, um, | think 
the direction where we'e all going. 

SD; We've just taken the model and figured out 
how tointeract with the customer differentiy i's 
a completely different way of uh, assisting the 
customer in making the choices that are best for 
them, 

Other restaurant chains have embraced touch- 
screen technology to replace humans. its trend 
in the business. fewer staff and a more automated 
approach to ordering food. 

SD; What we're doing is changing the way that 
the workforce is contributing tothe preparation 
‘of food. So instead of having, you know, a 

Cashier oF five cashiers, um, we've created other 
‘opportunities for those, those workers, both 

in terms of being involved in the technology 

‘that’s supporting the restaurant, um, having 
‘opportunities to interact with customersin a 
different and more personal way. 

And in the process, not dissimilar to any innovation 
Where technology comes in, changes the ball 
‘game, we believe that other jobs and other 


types of jobs will be created, they ust won't be 
iminimum-wage traditional restaurant jobs. 

(MP: Well, lot of what we dois bring our clients 
‘out here to be inspired by, sort of, ether new 
technologies or new services, new platforms, and 
sowe had heard about Eatsa, and so we wanted to 
drop by and, kind of experience it ourselves. 
P:_Butin Japan you have similar restaurants to 
this, don't you? 

(MP: Yeah, there's a lot of vending machine-type 
restaurants, o meaning, lke, you would order your 
food via vending machine and you geta ticket and 
you hand the ticket over and you get your meal, 
automatically, but nothing as, sort of designed, | 
think, 2s this and so think that’s why we wanted 
toexperience the sort of, there's so many diferent 
‘magical moments uh that are ust, kind of, uh, 
really fun 

‘Ando once they introduce the app and you can 
‘order it and just go pick up your food, | think that’s 
really gonna disrupt the current food business today. 


5.3.1 

Frmso glad that's over. Mateo wasn't focused at all 
{ots of questions about my family, non-stop talk 

‘about his trip to Warsaw. I suppose it was all good 

‘experience though, 

Ube talking to Daniel soon. But what should tell 

him? if go into detail onal the difficulties. he 

‘might think that | can’t handle things. think Fjust 

Give him an overview. fhe wants to know more. 

well just pay that by ear 

OK. Lets do this Sightseeing later 


5.3.2 D=Daniel B= Beata C=Clarice 

D: So, Beata. tellus about your meeting with 
‘Mateo. Then you can go and enjoy some sunshine, 
You've earnedit. 

Well he talked alot about the colour of 

the product. His team carried out some market 
research ast month... interviewed patients, 
healthcare professionals, pharmacists... 

‘C Wait, wait, wait. Did you say pharmacists? 

1: Yes. They did some focus groups... sent out a 
really detailed questionnaire 

: And that’s what he asked them about? The 
colour? Seriousty? What's wrong withthe colour? 
Why did they spend so much time on this? 

B: Sorry. didrtreally havea chance toask 

© Youdidat? 

D: Mateo can bea little domineering, Clarice. Have 
you ever met him? 

No, no haven't Sorry. Please go on, Beata, 

B: Wel... according to their focus group results ~ 
have them here if you want to see them ~ people 
prefer the darker shade of 

1: Beata... what does Mateo want us to change, 
exactly? 

8: The colour ofthe Diabsensor But! told Mateo 
Fd get back to him. | hope that was OK. 

'D: Ofcourse. You did the right thing, Clarice, what 
‘do you think? Can we change the colour? 

: Tmsorry, no. i's realy not possible at this stage 
of the production schedule. 

D: Right. | thought so. Anyway, Beata, tll us about 
the restof the discussion. 

B: There's possibly some probiem with storage, 
but we can come to that later And... ah yes, the 
packaging, There's a problem with the design. 

D: What do you mean, a problem with the design 
‘of the packaging ? 

'B: Mateo doesnt thinkit’s very practical. 

D: So, what does he want exactly? Does he want 
us to change the design? 

B: Well. yes 

D: Are yousure? 

B: Erm... yeah... uessso.. 

D: Nexthe'llbe asking fora whole new product 
altogether. Clarice? sit possible to change the 
packaging design? 


G Maybe.{'Lhave to check with our product 
‘manager, but at this stage. it’s along shot. 

D: Itavery long shot, | know. How long wilt 
take for you to confirm this? 

G Tmnot sure We're closed tomorrow for a public 
holiday. 

1B: Can you get back tous by Monday? 
‘Monday? Yes, no problem. 

1: Beata, do you have any other news for us? 

8: Um,no...Thatwent well. wasnt totally sure 
Daniel wanted to know al the ittle details. butt 
rather he knew everything, 

‘Anyway. Sightseeing time! 


5.3.3 D=Daniel B=Beata C=Clarice 
D: So, Beata, over to you. Tel us about your 
‘meeting with Mateo. And once you're done, you 
«an go and enjoy some sunshine. 
B: Of course. There's not much totelt really. Mateo 
‘wants to change the colour ofthe product toa 
darker shade of blue. 
1D: The colour of the Diabsensor itself or the 
packaging? 
1B: The colour ofthe Diabsensor told him Id get 
back to him. | hope that was OK. 
D: Ofcourse, Clarice? 
C rmsorry, it’s not possible at this stage of the 
production schedule. 
D: Yes, thought s0.So, tell us about the rest ofthe 
discussion. 
BB There's possibly some problem with storage, 
Dut we can come to that later. And... um, yes 

they wanted to change the design of the 
packaging, but | told them that wasn't possible. 
That's aboutit.| think. 
1: Really? Nothing eise? Mateo must not have been 
ina talkative mood. For the ist time in his. 
B: Yes. That’ everything, 
That went well. There was no point boring them 
with all the litle detaits~ we would have been 
here all day. And if Daniel wanted to know more 
information, he wouldve asked more questions. 
‘Anyway, Time to join the tourists! 


5.3.4 

This lp is about managing information. n both 
‘options, Beata talks about the same meeting but, 
_aswe se, the information that comes acrossis 
Quite diferent. Theresa lot of detail in option A 

ln Option B, some things are left out. We can see 
how important it for all participants to.ask the 
Tight sorts of questions to get the information they 
need, A meeting is productive when itends with 
‘everyone knowing what actions are required. 

In Option A, Clarice and Daniel ask alot of 
‘questions. They agree on one action point for 
‘Clarice: she needs to check ifcchanging the design is 
possible. Beata mentions the storage problem, but 
itisnot discussed. 

In Option B, Clarice and Daniel don’t ask as many 
‘questions about packaging and colour because 
Beata gives them al the information atthe 
‘beginning, The meeting in Option Bis shorter but 
key information is still communicated 


6.1.1 P=Presenter PN=Paul Neal 

Safety is an important issue for all businesses. 
‘Companies must ensure that their operations are 
safe not only for their own employees but also for 
the public, Safety procedures are often regulated 
bylaw. 

(O’Donovan sa waste disposal company in London. 
| wentatong to find out how they manage safety 
across their operations. 

Tell me who you are and what O‘Donovan does. 
PN: My names Paul Neal. 'm the Logistics. 
‘Supervisor here at O‘Donovan Waste. ‘Donovan 
\Wasteis a skip company where we collect waste 
from around London and recycle it 


:_The company’s trucks operate on busy 

roads. Safety procedures that include measures, 
for protecting the public area priority for the 
company, 

PN: Weidentified at an early stage there were too 
many cyclists being kiled on London's roads, so 
‘we try to do as much as we can to reduce that. We 
initiated a programme where we tried to get the 
vehicle lower so the driver can actually see more 
‘around the cab. And what we did was we fitted side 
‘guards to the vehicles ust to see how low we could 
actually get them before they hit the ground. 
And also understand that you've fitted 
‘cameras and electronic sensors toll your vehicles 
PN: That's right. We have spent up toa quarter 
‘of a million pounds fitting these cameras and a 
system tothe vehicle which tells us back at the 
hhead office how the vehicle is actually being 
driven we have any problems on the road, we 
‘an review the footage that the cameras take. They 
are 360 degrees, so we can see what's happening 
infront, tothe rear and to the sides. 

P: AtO'Donovan’s recycling centre. workers 
handle a wide variety of waste materials that 

do pose arsk of injury Pauls responsible for 
‘maintaining a safe working environment for staff, 
This begins wth suitable protective clothing for 
everyone. 

How do you make sure your staff ae safe both on 
and off site? 

PN: Everyone is issued with the correct clothing 
towork in these environments. Also every couple 
‘of months at our head office in Tottenham we hold 
training programmes. 

P: Tell me more about the personal safety 
equipment that your staff have to wear 

PN: Well itstarts from the top with the hard hat. 
We wear a hard hat. Firstly, anything could fal on 
top of your head, but what we find more often 

is, as people are walking around, they could hit 
something with their head. High-visbility clothing. 
With movement of vehicles we want everyone to 
know where everyone's. We have cut-esistant 
‘loves, The employees are sometimes handling 
sharp debris. Also a mask. In the shed it can be 
quite dusty, so we have a mask to protect the 
breathing. Also steel toe-cap boots, just in case 
anything drops on the foot 

: What happens f there isan accident on one of 
the O'Donovan sites? 

PN: Well unfortunately, accidents do occur, and 
ifthey do, we have trained staff on st, frst aiders 
that’s the first port of call After that, once the 
injured party is OK, we' record everything, We 
have an accident book which we illin and then, 
after that, we would try to learn what happened 
‘exactly and how we can go forward to make sure 
this doesn’t happen again. 

: How much does allthis investment in safety 
actually cost your business? 

PN: Well, asa company, we don't see tas. cost, 
We see it more as an asset, We understand that by 
becoming a safer company, it's going to benefit us 
inthe tong run. 

Paul. thank you very much for your time, 

PN: My pleasure. 

P: Nice to meet you. 

There'sno doubt thatthe safety culture at 
(O'Donovan Waste Disposal is strong, They don't see 
itjustas an issue of compliance with regulation, 
putas acore part of what they do and who they 
are. 


6.3.1 

ve got a really tough meeting with Mateo 
tomorrow. How will he react? Your guess as good 
as mine. 

Fm finding him more and more difficult to work 
with. He doesn't want to follow our regulations 
ton storage procedures, So rm going to have to 
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‘negotiate with him and... m not sure negotiation’ 
‘and ‘Mateo’ go together well. Here's the big 
‘question: can keep things professional and 
positive with Mateo while also insisting he accepts 
‘our storage regulations? We can't compromise on 
safety Buti mess this up, that might make a bad 
impression with Daniel 


6.3.2 m=Mateo B= Beata 

M: Let me get this straight. The Diabsensor needs 
storing at around five degrees Celsius? 

B: Yes it must be refrigerated, otherwise i's 
unsafe 

M: Sorry, but disagree. Our storage team say 
there's no problem storing it at room temperature 
B: That may be the case, but 

IM: Beata, like you. You'e good at what you do.| 
just don’t think you quite understand ~ regulations 
‘are different here in Brazit. 

8: lunderstand. Really. Nonetheless, pethaps we 
cantalkabout 

M: You don’t have to worry about al those EU 
rules. We have our own safety regulations and 
we are very strict about them. We can store this 
product, no problem. Would you lke to see the 
certificates? 

'B: We realy appreciate all the work you're doing 
‘ut unfortunately 

(M: Ive told you, Beata. The plans to launch the 
Diabsensor as soon as possible. Do you have any 
idea how much pressure that puts me under? We 
carried out a successful campaign at our diabetes 
clinic last week. My team has received all the 
‘necessary training, Look, Ican assure you ~ we're 
all excited about this new product. I's going to 
change ives, 

B: It’s great that you've already done so much to 
[promote the product. Fm sure Daniel is going to 
‘really appreciate this 

IM: So.am|. Very sure. Daniel and have always 
‘worked very well together. even speak to him 
‘myself and explain the situation, How does that 
sound? 


': Sounds good. ll get him to call you. 
Not the outcome | wanted... but at least Mateo 
seemed pleased, Held rather speak to Daniel than 
‘me, that’s pretty cleac.|was able to keep things 
professional... even ifm starting to think Mateo 
doesn't respect me. Atal 


6.3.3 M=Mateo B=Beata 

M: Let me get this straight. The Diabsensor needs 
storing at around five degrees Celsius? 

B: Yes. It must be refrigerated, otherwise it’s 
unsafe 

M: Sorry, but! disagree. Our storage team say 
there's no problem storing it at room temperature. 
B: As| explained, Mateo i's a question of safety. 
‘The product must be refrigerated. f we storeit at 
room temperature, we can no longer guarantee 
that it willbe safe 

IM: Beata, like you. Youre good at what you do. 
{ust don’t think you quite understand - regulations 
‘are different here in Brazil. 

BI canassure you .. 

‘M: You don't need to worry about all those EU 
rules. We have our own safety regulations and 

‘we are very strict about them. We can store this 
product no problem. 

B: Yes, but unfortunately 

'M: We are under a lt of pressure. Some of us more 
than most, perhaps. 

1B: Please If could just finish my point. 

‘M: The planis to launch the Diabsensor as soon as. 
possible. My team has received all the necessary 
training, Look, | can assure you - we'e all excited 
‘about this new product Its going to change lives. 
'B: And /can assure you .. the product needs to be 
refrigerated. want you to understand, Mateo. This 
{sa question of patient safety. 
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IM: And, as |said ear | disagree. Storage isnot 
’ problem, We have the capacity, the staffing, 
Everything isin place. No cause for concern 

1B lunderstand that thisis difficult for you. And 
you've already done so much to help promote the 
‘Product. But my position is clear. We can’t go ahead 
with the delivery unless the necessary storage 
‘measures aren place 

IM: Fine. Let’ see what Daniel has to say, shall we? 
8: {have no doubt that Daniel will say the same 
thing, 'm sure we want the same outcome, 

Mateo. But either you find a compromise, or can't 
‘approve the delivery. 

1M: You're being dificult, Beata. I don't like it To be 
frank... not sure can work with you. OK.'m 
{going to speak to Daniel. You've left meno other 
choice 

B: msorry you feel that way. "m not comfortable 
agreeing to the delivery without the correct 
storage measures in place. And if you want to 
speak to Daniel. fine. ask him to call you. 

Wel. he's not happy. And neither am | Still what 
an do? We can’t compromise on safety. And! 
know fora fact Daniels going to say the same 
thing just hope he's not annoyed with the way 
handled this. 


6.3.4 

Beata uses quite different approaches with Mateo 
inthis clip. n Option A she focuses on maintaining 
' good professional relationship. She wants to 
avoid arguing with him, and succeeds. Mateo is stil 
able to dominate the conversation and by the end, 
he thinks he has what he wants 

‘in Option 8, she's more forceful and shows more 
confidence in her communication style, Her voice 
{slightly lower and she uses pauses to indicate 
important information. Her body language shows 
she’s feeling much more confident and this gives. 
the impression of more authority. 

My suggestion is: if we need to explain rules and 
‘equirements, then we'll be more successful if 

‘we try to build or maintain a good professional 
‘lationship with the other person. One way to do 
this sto show we understand the other person's 
situation, But we still need to maintain our 
authority 


7.1.1 P=Presenter SC=Siobhén Creaton 
(C=Customer A= Agent LN =Lisa Francesca Nand 
‘0M =Oscar Munoz BA=British Airways employee 
P: Inthe early days of air travel. flying was an 
elite experience. All passengers got VIP treatment. 
Today, everyone flies. The airline industry gives 
passengers a choice of different levels of customer 
service. You can choose between classes and 
‘carters offering a premium service - where they 
handle all your bags you get a big seat and lots of 
personal attention ~ or you can go fora low-cost 
service. There are plenty of them: take AirAsia, 
Jetstar, Peach, for example. They just get you there 
cheaply. 

Ryanair a pioneer of low-cost, ‘no-frills flight. 
With fights often costing a itt asthe price of 

‘a good dinner, you're going to queue, and ifyou 
don't like that, you can pay for priority boarding 
and any other extras. 

Journalist Siobhan Creaton has written about the 
airline and ts CEO, Michael O'Leary. 

SC: They offer you a cheap fight, itbrings you 
from A to Bit gets you there safely and usually on 
time. That’ his definition of customer service. He's 
‘always made it clear that they're not going to put 
Yyou up in a hotelif your fights delayed, that that's 
not part of the package. 

: The ‘no-frills’ models popular worldwide. But 
ithasa problem. There's a good chance customers 
will get angry when something goes wrong. Low- 
ost airline, Easyjet, approaches the challenge 

of dissatisfied passengers with training sessions 
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inassertiveness and interpersonal skills. These 
Easyjet trainees are roleplaying typical customer 
service problems. 
: Right, "ve got. my husband's on his way. Soif 
‘you could just check usin, that'd be great. 
‘A: Where he actually she? Is he parking the car 
oF? 
He's parking the car, yeah, he'll be... don’t 
‘know how tong he is going to be. 
‘A: can’t physically check him in without actualy 
seeing him; well, passport-wise I have seen him. 
have got tomake sure he's, you know. isthe same 
Person. Yours is OK, you'e fine 
Yeah, know but cant travel without him. 
We're going on holiday. 
[R: tm sorry but cant actually check you and your 
husband in without actually seeing your husband. 
P: When confronting upset customers, employees 
ate trained to use body language but not raise 
thelr voice 
G Hehandted me perfectly, he brought... was 
{could have been quite anxious or angry and he 
‘brought me right down. So, James was fantastic. 
LUN: Inthe premium service segment, companies 
add on those litte extras, those exclusive features 
that they feel help them justify asking ahigher price 
tag, Each ofthe airlines inthis segment work really 
hard to try and find that distinctive customer service 
‘experience so they can then charge more for it. 
United Airlines for example, works hard to 
attract business-class and first-class passengers 
with features like no queue to checkin. The 
‘company likes to speak up about developing its 
customer service. 
OM: We spent thousands of hours, thousands of 
hours, meeting with not only customers but with 
employees and doing a lot of extensive research 

. and as you might expect, the VIP treatment, 
the food, all of those things came into place. But 
interesting, our research showed that a good 
night’ sleep was by far the most important. 
P: Flag carrier British Airways distinguishes its 
high-price, first-class service not justin practical 
ways ike priority baggage, but also through an 
elaborate ritual on board: afternoon tea 
'BA: Alot of our customers from around the world 
will book a British Airways ticket... um...forthe 
afternoon tea .. because they lke the Britishness 
ofus. 
LN: Itstypical ofa premium approach to 
customer service that businesses want to make 
people feel important and to focus on those things, 
So for the airlines, for example, it’s providing things 
Uke anice business tounge for them to relaxin; i's 
Providing them with a comfortable bed to sleep on 
when they/re in the aic For a businesslike banking, 
it'ssomething completely different lke increased 
levels of fexiilty, but itll boils down to the same 
business issue: you can charge more if you make 
people feel better cared for. 


7.3.1 D=Daniel B= Beata M=Mateo 

D: This mustbe alet-down afterall that gourmet 
coffee atthe hotel in Rio. 

8 | wisht 

D: So take me through the main issues. How can | 
put Mateo's mind at ease? 

8; He wort follow our recommendations and 
reftigerate the sensors. was ery clear if there's 
ho safe storage, there's no guarantee he'llget the 
product. He didnt Uke that. He kept saying | was 
‘overcautious. 

1D: And that’s how you left it? 

B: Pretty much, yes. 

D: Strange. | wonder ifsomething elses going on. 
Does he have other possible supplier, perhaps? Or 
does he have budget issues? 

B: There's one thing did notice All ofthe 
refrigerators were really full at Mateo's facility 
Maybe he just had aig delivery. 


: Or maybe they have a shortage of refrigerators 
‘and no money to buy new ones? Only one way to 
find out. 

Hello? 

1: Hi, Mateo. It’s Daniel. How are things? 

'M: Daniel nice to hear from you. All good here. 
thank you. 

D: Likewise. Anyway, Beata has filled mein on alt 
ofthe details. tt seems to me that we've got almost 
‘everything we need, except for one or two small 
things. just want to hear your side of things before 
we have our meeting next week. just want to 
‘make sure everything is OK for the contract signing. 
M: Everything is fine, overall. But those small 
things you mention .. Maybe some of them aren’ 
sosmallafter all 

D: Go.on. By the way, just so you know, Beata isin 
the room with me, You're on speakerphone. 

B: Hi Mateo. 

t: Beata, how are you? 

B: Fine, thanks. 

D: So, shallwe get started? 


7.3.2 M=Mateo D=Daniel B=Beata 

IM: Itsnothing personal but Beata is new, so maybe 
‘there are some things that she doesnt understand. 
‘My experts asure me that there sno problem 
storing the sensor at room temperature, whereas 
Beata insists that it must be stored at five degrees. 
D: Ofcourse. Let's get back to that.in a moment if 
we may. What about al the other issues? Delivery 
dates, colour, quantities, price? 

M: Allfine. The colour isa right for me but i 
‘understand nothing can be done at this stage. As 
for everything ese. Well. Storage isthe only 
'ssve, really. | tried and tried to explain to Beata: 
things ae different herein Brazil. Andit goes 
without saying, really, no guarantee ~ no sale. 

D: Absolutely You've made that very clear. 

M: thope'so.m not happy, Daniel. not happy 
atall 

D; Mateo, may|aska direct question? 

M: Daniel. youknow me. No need to ask 

1D; What's your refrigaration capacity at the 
‘moment? Do you have enough storage space? 

IM: File honest. Storage space isa problem here. 
But that doesn't really matter. The isu is whether 
or not we have to refrigerate the Diabsensors. And 
believe me- we don't. 

1: OK. look, don’t worry Mateo. m sure we'll 
‘come up with a solution. Let me do some 
calculations and speak to my people. And when 
You come over to Manchester next week, we! talk 
some more and 'm confident we'll come up with a 
solution. How does that sound? 

IM: That sounds good. Just one thing, though. 

D: Yes? 

M: Please make sureit’s not raining, 

D: Flsee fi can schedule some sunshine. No 
promises, though, Speak to you soon, 

1M: Bye, my friend 

D: What's wrong? 

B: It sounded like you agreed with Mateo. That 
you think! don’t know what lam doing 

D: What? No, no, You're completely in the ight. 

| wanted to give Mateo the impression that | was 
neutral, just to see what he would say It’s a tactic, 
that’ all. Don’t worry, m 100 percent on your side. 


7.3.3 M=Mateo D=Daniel B=Beata 

M: It’s nothing personal but Beata isnew, 

so maybe there ae some things she doesn't 
Understand, My experts tell me that there is no 
problem storing the sensor at room temperature, 
‘whereas Beata insists that it must be stored at 5 
‘degrees. tried and tried to explain to Beata: things 
are different here in Brazil. 

1D: Well. have to say that she's right, m afraid. 
Five degrees isthe required temperature. 


'M: So Beata said. And rltell you exactly what 
told her. No, We just don't see the need, 

1: Yes, she told me about that. OK, Mateo, let's get 
backto that in a minute. What about al the other 
issues? Delivery dates, colour quantities price? 

M: Allfine. The colour isn't right for me, but I 
‘understand nothing can be done a this stage. 
According to Beata 2t Least. 

D: Yes, Beata is correct about that. 

M: Fine, no big deal. The only other thing is this 
storage nonsense. Beata says she can’t guarantee 
usthe product ifwe store it at room temperature. 
‘And it goes without saying really. no guarantee ~ 
nosale. 

D: Hmm. Yes, have to say Beata i absolutely right 
‘on this. But please understand | see your point. 
‘Your positions are both very clear 

'M: Fm not happy Daniel. And neither are my 
diabetes teams. 

D: Yes, understand that. Beata told me about 
your teams, Mateo, may |aska direct question? 
M: You can always be direct with me, Daniel You 
know that, 

'D: What's your refrigaration capacity atthe 
‘moment? Do you have enough storage space? 

IM: rile honest. Storage space is a problem here, 
‘but that doesn’t really matter The issue is whether 
‘or not we have to refrigerate the Diabsensors. And 
believe me:we don't! 

D: OK, look, don't worry Mateo. m sure we'll, 
come up with a solution. Let me do some 
calculations and speak to my people. Il go 
through all the details again with Beata, t00. And 
when you come over to Manchester next week m 
confident we'll come up with a solution. How does 
thatsound? 

M: Perfect. See you next week. And please a litle 
less rin this time. 

D: rll see what our Sunshine Department can do. 


Bye. 
B: Thanks for supporting me. 
D: No problem. You're completely in the right. And 
wanted Mateo to know that. 


7.3.4 

‘As we see in this clip, the customer is not always 
right. Daniel has to find a way to make Mateo 
‘understand that the sensor cannot be stored at 
oom temperature 

This type of situation can be very diffcutt to 
dealwith. 

‘Aswee also see inthe clip there are different 
‘approaches. In Option A, we see Daniel simply 
Listening and not making any comments. 
Basically the ideas to appear neutral and gather 
information. Mateo has no idea if Daniel agrees 
with Beata, In Option B, Daniel also listens, but 
shows clear that he agrees with Beata, and will 
support her In this way, Daniel shows that there is 
2 red line which cannot be crossed, 


8.1.1 P=Presenter cC=Proessor Cary 


Cooper 
MB= Mike Brogan E1= employee 1 
E2=employee2 E3= employee 3 
E4=employee4 E5= employee 5 

: Inthe last thirty years digital technology has 
transformed the way we communicate in the 
‘workplace. A British company, Procure Plus is 
tearing up the communications rule book. Let's see 
their story 

Thisis Mike Brogan. He and his team rely on digital 
technology for business. But Mike worries about 
their dependence on email to communicate with 
each other. And he's also concerned that his team 
‘spends too long working online ater hours. 

£2: Do! check my emails ouside of work hours? 
Yes. Do! doit whilet™m on holiday? Yes. D0 doit 
‘atthe weekend? Yes. And think that, worse than 
that tend to use the evening to try and catch up on 


emails. But because everybody elses doing that, i's 
a bit ofa negative because people keep replying, 

P: Professor Cary Cooper reckons this dependence 
‘ould be harming the business's productivity. But, 
hehasa plan. 

CC: We have tofind a better balance. Not only 
for our health, and the health of ou families, and 
‘our relationships outside, But, actually for the 
productivity and performance of our businesses 
(MB: We're here today actualy to conduct an 
‘experiment and we're very fortunate to have 

CCaty Cooper hese, Psychologist from Lancaster 
University, who's going to tel youa litle bit more 
about what we're doing today. 

CC: Thanks, Mike We have a numberof rues. 
From noon today, alinternal emails will be 
banned for the rest ofthe week. So, you'll have to 
communicate eyeball to eyeball face to face with 
all your colleagues. No texts calls, emails, anything 
atall to do with work after hours. Thisshould bea 
fun week, let’ try to get our life back. 

We're currently the servant to the technology. We 
have to take over and become the master, and if we 
do that property, then thinkwe'll get the benefits 
of better work-life balance, more team building, 3 
better culture in the organisation, much more of a 
buzz and better morale, 

P: So, forthe next five days internal emails are 
‘banned, and there's a curfew on working outside of 
the office 

2: don’t quite know how | am going to get all 
‘my work done between the normal working hours 
‘and not using the email or phone before work or 
after work because | am naughty at doing both 

: High noon. The Last emailis sent and the new 
‘egime begins. We'l catch up on these gadget 
junkies later in the week. 

MB: Last night, when got home, | certainly felt 

a little bit bored at fist. But then I started to feel 
‘more and more relaxed because had nothing to 
think about, suppose. 

1: Fmstill abit concerned about not replying to 
some email lastnight, but get over it. 

‘The professor behind itallis back to see how 
they've got on. 

CC:_ Well, the week's over and Ijust want to 
really thank you for geting involved inthis. We've 
suspended technology abit, haven't we? We've 
tried to control technology. We have become the 
masters rather than the slaves ofit. 

So, Mike. The weeks up. How have you found it? 
MB: There's abuzz about the place. Now we're 
seeing people moving about. There’sa hum around 
the office that wasn’t there before. 

CC: I’skind ofa balance, isnt it? Between the 
‘need for technology and working more humanly 
‘with the people you're working with. 
P:_Butit'snot just Mike who's excited about the 
changes 

F3: There's been a good atmosphere this week, 
People have talked to each other more. 

4: Actually, 've come in on a couple of days and 
had no emails. No new emails! 

ES: Ithasrealy helped me get to know my 
colleagues alot more. 

CC:_Allthe technology interference - the emails 
within the business | think has overloaded people 
and actually reducing thathas produced, | think, 
‘eally positive resuts, in this work environment. 

: So that experiment suggests that when it 
‘comes to communication, less is sometimes more. 
Perhaps, especially, where technology is involved. 


8.3.1 D=Daniel B= Beata M=Mateo 

D: Feeling optimistic? 

B: Yes, actually. | think we've got the perfect 
solution for Mateo. It's win-win. 

1: Me too. Just don't get too technical. We need 
to focus on the benefits. really want to close this 
deal today, 
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B: Fl try tokeep things simple. 
IM: Hello, everybody. I's Uke a cinema in here. Any 
> 


popcorn’ 
1: We're all out of popcorn, ™m afraid. Welcome, 
Mateo. Really good to have you here in Manchester. 
M: It's good tobe here. Andit'snot even raining 
this ime 

1: Wel, | can't take credit for that, much asd 
Uke to.So, shall we get started? We've come up 
with some ideas that will hopefully solve the 
fefrigeration problem we discussed, or atleast put 
uuson the right track. 

M: Excellent. 

D: First lke to review where we are, just to make 
sure that we'e all on the same page, soto speak. 
‘Then we'll discuss outstanding issues, Hope that's 
‘OK? 've put asummary on these sides, 


8.3.2 D=Daniel M=Mateo B= Beata 

1D: Sothatjust about sums itup. We've agreed on, 
the delivery dates, quantities, colour.. 

M: Yes. yes. That oniy leaves the same point as 
before. The refrigeration issue. i's still outstanding, 
D: | thinkwe may have a way around that 
problem. As understand it, your erm, local rules 
do not require the sensors to be refrigerated. 
‘But we feel that we simply can’t guarantee 

the performance ofthe product without that 
refrigeration. Does that sum up the situation as you 
seeit? 

M: Exactly 

1: Beata hasan idea, Beata 

Thanks, Daniel. So, was doing some research 
into the packaging options. At the moment we plan 
tosend you the sensors in insulated containers 
that keep the sensors below five degrees during 
transport. Now, these containers wil keep the 
‘temperature stable for the journey to Brazil, but 
‘once they are opened the sensors need to go intoa 
reftigerator. 

(Mz Beata, ve told you countless times 

B: Hear me out. ve found a supplier that 
produces portable refrigeration units. These 
‘ane connected toan exterior power source 

‘ata reasonable price. Soin other words these 
‘containers are more than insulated coolers. They 
‘eanalso be connected toa power supply. Then they 
acta refrigerators. 

'M: Sowhat you means that don’t need to put 
the sensors into refrigerators? They already come 
inrefrigerators? 

B: Correct, 

[Mz But if we use these portable refrigerators won't 
the cost go up? Let me tell you: refrigerators are 
not cheap. 

1D; True. And yes, the containers are alittle more 
‘expensive, however we are prepared to cover 

that extra cost providing you buy enough sensors. 
We are confident that you will be happy with the 
‘product and will continue buying from us. 

B: Inretum we would need you to provide the 
‘power supply when the containers arrive, You 
would need to plug the boxes into your power 
supply on arrival. And they don’t use much energy, 
01 dont think ths will be a problem for you. Here 
are the specifications. 

IM: Thisis.a perfect solution. You're both geniuses. 
“Move over Einstein To sum up, you provide the 
Containers, and | provide the power supply. Great. 
Here's what I'l do. take a longer look at the 
specifications and chat to my technical team, andif 
itisas you say its, we will be able to go ahead. 

1D: You were abit too heavy on the technical 
details Beata 

Br Oh, msorry. 

1D: Don’t worry. | thinkhe actually appreciated it in 
the end, Great work. 


>us5< 


>| Videoscripts 


8.3.3 D=Daniel M=Mateo B= Beata 

1: So that just about sumsit up. We've agreed on 
the delivery dates, quantities, colour. 

IM: Yes, that only leaves the same point as before 
‘The refrigeration issue. Irs still outstanding. 

'D: Right its, But! think we may have a way 
‘around that problem. As l understand it, your, 
erm, local rules don’t require the sensors to be 
refrigerated, But we ust cant guarantee the 
performance of the product without refrigeration. 
Does that sum up the situation 2s you see it? 

M: Absolutely 

1: OK. Well, Beata has an idea think you might be 
interested in. Beata. 

'B Thanks, Daniel Mateo, | think you're really 
‘going to like this solution. Not to mention the 
hhidden benefit it provides. was doing some 
‘esearch into the packaging options and I figured 
‘out that we can change the type of package we 
se. As you know, the plan right now is to use 
insulated containers to keep the sensors cool, 
but you would need to put the sensors intoa 
refrigerator after the journey. 

M: Beata, we've been through this over and over 
'B: which is why we have a new package now. 
‘One which also acts asa refrigerator. Alter they 
arrive. you simply plug in the containers into your 
ower supply and the sensors remain cooled. 
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'M: So what you mean is that don’t need to put 
‘the sensors into refrigerators? They already come 
inrerigeratos? 


the costgoup there's ne thing now about, 
refrigerators, it’s that they’ expensive 

D: That's true. And yes the containersare alittle 
‘more expensive, but this supplier that Beata found 
{is sing quite interesting technology to keep the 
costs low. We ar prepared to cover the extra 

ost providing you buy enough sensors. We are 
confident you will be happy with the product and 
will continue buying from us. 

8: Inreturn we would need you to provide the 
power supply when the containers arrive. think 
‘your diabetes teams will be very happy. 

D: And there's another benefit, too. Once the 
‘sensors have been used you end up with empty 
‘refrigeration units. which you can use for other 
things. You know, lke keeping your drinks nice and 
cold. 

IM: Ifyou keep my drinks cool, youte guaranteed to 
keep me happy. Great solution, my friends. To sum 
‘up. you provide the containers, and | provide the 
power supply. Let me speak to my technical team, 
and itis. as you say ts, we will be able to go 
ahead. 


Do you have any information about how much 
ower we would need? 

B: Righthere. 

M: Thank you. Excellent Excellent. 

1D: Nice work. Light on the tech stuff. Just like Lasked. 
B: Wemake a good team. 

1: We certainly do 


8.3.4 

One key skil to end a negotiations to summarise 
what has happened so far so that everybody 
understands what stil needs to be done. Daniel 
does this very weil 

Daniel aso has to persuade Mateo that he has 
{good solution. 

‘The refrigeration problem has not yet been sorted 
‘ut. inthis clip, we see two possible ways of doing 
this 

In Option A, Beata presents 2 technical solution, 
which she explains in some detail. in Option 8, she 
focuses less on the technical aspects and more on 
the benefits. As we see, both these approaches 
work. 

‘As always, what we decide to do depends on lots of 
factors ~ the issues, the personalities involved, the 
‘elationships and so on. Atthe end of the day, the 
skis in finding ways to communicate well with 
your business partner 
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1 Helo, caller 

B: Hello? 

A: Yes, hi, Welcome to the show. What can help 
youwth today? 

B: Hi, Jenny. ma ecent graduate - havea good 
degree. The problem is, tm finding it hard to get a 
Job interview. | mean, forget getting a job .. 1can’t 
ven getaninteview. 

Ok 

'B: Fmusing social media - a professional: 
networking webste and havea few contacts in 
the industry want t workin 

‘A: That sounds good so far... using these sites is a 
great idea. 
BButhonesty, don think there's anything on 
‘my profile that’s special. mean - | use all the right 
‘words - I'm creative, 'm good at problem-solving, 
tm hard-working 

1k buteveryone sys that 

'B: Exactly, Everyone says employers want those 
things, so everyone uses the same description of 
themselves! So my question is: How can | make 
myself stand out from the crowd on social media? 
A: That'sa great question calle, andtimhere 
‘tohelp. So first, why not try deleting everything 
you've writen about yousel?? 

B: Delete everything? 

‘A: Yep. And after that, why don’t you take your 
‘description of yourself - creative, good at problem- 
‘solving and so on, and for each word, think of an 
‘example from your own experience that shows 
who you are? 

B: EF. O¥ tke. 

‘A: You said you're creative. How about telling me 
‘about something creative that you've done? 

B: Sure, OK. Er... when | did my degree, I created 
‘a website for one of my projects. designed it and 
‘took the photographs for it and everything, 

‘Ac That's great! So you really should put that on 
‘your social media profile - you designed and built 
Sveebste What's neva? Did you say youre good t 
problem slving? 

B Yeah. 

‘A: Sohow can you show me that? 

B: Problem solving? 

A: Right 

‘B: Well, this isn’t related to school or work, but 

140 a lot of hiking and camping. A few times, 

ve had serious issues with weather or broken 
‘equipment, and I've had to figure out what to do. 
A: OK, you could consider putting something 
about that on your profile. Explain your love of the 
outdoors and how you deal with the challenges in 
‘your hiking and camping, 

B: I've never thought of putting that on my 
profile. 

‘A: Well, you ought to think outside the box - and 
‘you need to show employers who you are instead 
of just saying who you are. 

B: Yeah, | understand - I getit. That's really 
‘helpful. Thank you so much. 

 Noproblem Good tuck with yournew profile 
‘and with getting some jb interviews! 

B: Thanks! 
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A: Hello, caller 

B: Helio 

'A: Yes, hi, Welcome to the show. What can thelp 

you with today? 

1B: Hi, Jenny, We spoke a few weeks ago 

A OK 

': Andi just wanted tolet you know 
Sm, 

‘A: Really? So can you remind me - what was your 


‘stil have a 


‘A: Oh, sure, OK, remember So... my advice wasn’t 
useful? 

B: Well, notexactly. mean itwas useful... Maybe 
a bit too useful 

'A: Ha,ha~ OK, see. So what's the problem now? 


B: Too many choices followed your advice, and 

soon after, when | applied for sixjobs, | got four 

interviews. 

‘A: Well. congratulations! 

B: And after four interviews, I got two job offers. 

‘And my problem now is that | can't decide which 

job to take. 

‘A: OK. well why don’t you tell me about the two 
bs? 

|B Basically, one looks very interesting but not 

very well paid. The other, honestly. is probabiy abit 

boring, bt the money is good. 

‘A: And you're 2 recent graduate, right? 

B: Yes, that’s ight. 

[As And you're single ~no kids? 

B: Yep, that’s me 

'A: OK, think you should follow your heart: Why 

‘not try asking yourself which is more important: 

‘money or excitement? 

B: That's the problem, Jenny - really can’t decide! 

University costa lot of money, and I want to pay 

back my loans. That wil take a lot longer with a 

low-paying job. 

AA: Yes, see what you mean, OK, wel. let me ask 

you. few more questions. What 
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My first piece of advice s, be prepared. Find out 
‘which companies will be attending the careers 
event, choose five or six that might be interested 
inyour profile and research them online. Visit their 
careers pages and find out which ones are hiring or 
offering internship programmes. 

Update your CV and make several copies. Then, 
prepare an ‘elevator pitch, or brief introduction ~ 
let's say 30 seconds - to talk about yourself: who 
‘you are, what you do and your past experiences. Be 
Prepared to explain how your sis can be useful 
to their company, Also, think of questions to ask 
‘such as: What is the training programme for new 
recruits? What do you look for in a candidate? 

‘On the day of the careers event, make sure 

you dress as you would for an interview - took 
professional Choose your company, then network, 
don't interview: your aim is not to get ajob 
interview immediately ~ in fact this rarely happens. 
Instead, introduce yourself shake hands and make 
‘good eye contact First impressions are important, 
so speak clearly and confidently and demonstrate 
your abilty to interact professionally Recruiters 
are Looking for people who are adaptable and 
‘esourceful. but also ambitious and passionate. 

‘Be honest. f you don’t know something, say you 
don’t know, Dut show the recruiter you can learn 
and learn quickly. Most importantly. don’t forget to 
{get the recruiter's contact details so you can follow 
Up afterwards. 

After the event, email the recruiters or company 
‘eps you met and thank them for ther time. 
Remind them of the conversation you had and 
‘epeat your interest in their company-Send an 
updated CV if necessary. Ideally, you should do this 
within five days after the event. 


1.04 


1 
E=Ella R=Recruiter 

E: Hi, lla, ike to ask you a few questions, if 
possible. 

R: Yes, ofcourse. How can thelp you today? 

E: heard you were taking on new recruits. Can 
give you my Cv? 

Re Yes, ofcourse. Which department are you 
interested in, Ela? 

;nything in marketing, | don’t really mind, 
ve just always wanted to work in the tourism 
industry. have a degree in marketing and | enjoy 
travelling, 

Re Well OK, that's a good start. 

E: Can! takea brochure? rd tke to learn more 
about what you do. 

R: Sure. Here you are. And here's my car. Ifyou 
have any questions, td be happy to answer them, 
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E: That's great. Thanks for your help. Sorry, what 
was your name? 

Ben Richardson. im the Assistant Recruitment 
a 

R=Recruiter J= Jamie 

RR: Good morning, How are you enjoying the fair? 
J: Fveoniy just arrived to be honest, but there are 
a lot of very interesting companies present though. 
Sorry, could just ask you afew questions about 
Travelogue? 

R: Yes, ofcourse, Havea seat. What's your 
name? Fm Ben Richardson andi'm the Assistant 
Recruitment Manager. 

J: Myname's Jamie, Jamie Mitchell 

R: Good to meet you, Jamie. So, what can do for 
you? 

4: Fvejust graduated from the University of 
Manchester with a marketing degree, specialising 
in tourism, know you're busy, but tke to talk to 
‘you about my skis. think they might be useful to 
your company. 

Congratulations on getting your degree. 

4: Thankyou. | understand you're looking for 
“Junior Marketing Associates. 

R: Weare, Jamie, that’s right. What kind of 
‘practical experience do you have? 

3:- Well | did my internship with a team that 
‘developed a marketing plan to promote UK 
tourism fora small vilage in Spain, 

R: That sounds interesting. Can you tell me more 
about that? 

3: Itwas fora small village inthe south of the 
‘country. As sai, we created this marketing plan 
and then presented t tothe local tourist board and 
twas adopted, 

R: see, wonderful. it sounds impressive As you 
probably know we do a lot of workin tay. 

2: Oh, reali? | speaka litte Italian. 

OK that might be useful. Do you have a CV? 

4&_ Sorry |just gave away my last one, but Ive 
{gota business card. There's@ link on there to the 
village website that helped create. 

Re Thank you very much. And here's my card 

4. dike to know more about the work you doin 
italy. Can you put me in touch with the person in 
charge of your marketing projects? lke to ask 
them some questions if possible. 

Re It you send me an email il do that 

J: Cant take a brochure? 

R: Here you are. I's been nice talking to you. Enjoy 
the rest ofthe event. 

4: Thankyou for your time, Ben. really appreciate. 


2.01 
1 


Message 
Hello, this is a message for Emma Newman in HR. 
My name's Mark Thomas, T-H-0:M-AS and fm 
calling about the logistics postion you interviewed 
ime for last Thursday. Uke to discuss the financial 
package in more detail f possible. Could you call 
ime back please on my mobile ~ that’s 0044-7623- 
‘911-129, That's 0044-7623-911-129, 'm available 
‘until4 p.m, today. Ifnot, then you can send me 
‘an emailso we can we fix atime to speak. look 
forward to hearing from you. Thanks. Goodbye. 

2 


Message 
it's Carla again. Erm, thope ve got the right 
number. Erm, my message got cutoff iast time so 
Fmcalling you backjustin case.Er, erm, yeah "ve 
got wall-to-wall meetings ail afternoon and then 
have to leave early so erm | don't really have time to 
send an email but the internet was down yesterday, 
anyway, 5, er Anyway. erm. fm super busy 3s. 
Yyou can imagine. | wanted to speak to you about 
the candidates we interviewed last week for the 
logistics job. Er what did you think? Not bad, erm.. 

3 


Good morning. This is Zhanna Petrovna in Logistics. 
Could you ask Emma to call me back? We have 
abit ofa problem with the references for one of 
the shortlisted candidates. if she can call me back 
‘on extension 4385, I's pretty urgent now, so 
expect her call by the end of the day. 
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Message 4 

‘Good morning. I want to leave a message for Emma 
‘Newman. Thisis Daniella Ross, R-O-5-51, returning 
her call. Emma asked me to contact her to discuss 
the terms of my new consultant contract. fm 
available to talk until2 pm. today but then min 
‘meetings all afternoon. n case she doesnt have my 
‘mobile number m on 07654 322 187, Otherwise, 
maybe she can leave a message with my assistant, 
Elliot Barber. Eliot son extension 5283, that’s S-2- 
£83, Sorry can she also re-send a copy of my new 
contract? | can't open the document. | hope to hear 
from you soon. Many thanks. 


2.04 

‘Alice M=Matthew S=Stanley 

‘A: Morning, Matthew. ike you to meet Stanley 
ongoran, our Indonesian business partner, who's 
‘helping us set up the factory in Indonesia. 

(M: HiStanley, nice to meet you. 

SS Nice to meet you, oo. 

1: So, Stanley what do we need to do now? 

Well. the first things to get the licence from 
the indonesian investment Board. ve already 
submitted everything for that and i'l be ready 
next week, 

M: That's great, so we'll be able to visit Indonesia 
then? 

':_Yes,Ithink next month would be a good time to 


90. 
'A: What will we have todo first when we get 
there? 

‘St Wellneed to open.a bank account and then 
we've got to think about the factory ~ those are the 
priorities, 

M: You mean we need to find one or the and for 
‘one? 

'S: Theland, 've found a couple of suitable 
locations and we're going to visit them to make 

a final decision. Then we can arrange all the 
‘documents we need to register the business 
premises. ll these things take time but we can get 
the process started. 

M: How ong exactly? 

‘Se Here's the time schedule for each element. 
Thanks 

': Then we've got to organise all the other 
permissions we need. That's all onthe schedule, 
too. 

[Mz Right. Are we going to interview some local 
people for jobs while we're there? 

S: I've found three great candidates to be the 

‘Site Manager for you to interview. We're going to 
‘meet them and have formal interviews so you can 
‘choose someone. 

‘A: Thanks. Matthew, can you organise the fights 
‘and accommodation forthe trip tomorrow? 

M: OF course. 


Ext2.01 

N=Nikolay A= Aiko G=Genna P=Philip S=Sam 
IN: Good morning, everyone! We're going to 
discuss what we need todo about the problems we 
had last week, 

‘A: Well | think we should look for new suppliers. 
‘Our current suppliers always late and deliveries 
hhave been incomplete. 

'N: That’ true, but their materials are excellent 
quality 

: Yes, but we can't afford to lose any more 
production time because we don't have supplies. 
IN: OK, Aiko, can you ook for alternative suppliers 
‘and give us the details at next week's meeting? 

‘A: Sure. get onto itstraight after this meeting, 
P: We also need to employ more factory staft We 
‘can’t produce the quantities on time even when we 
hhave the supplies. Two people left last month and 
we haven't replaced them, have we, Genna? 

6G: Thats true. Nobody asked me to replace ther 
You said you thought you could manage. 

IN: Ithink you'd better advertise for new staff this 
week and ideally have some candidates ready 
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to interview sometime next week. What about 
Wednesday? 

G Certainly. 

P:_msorry, but even ifwe have the staff and the 
supplies, we've got problems with the equipment, 
‘hich keeps breaking down, We realy need to buy 
some new equipments that possible? 

'N: Itmight be. Philip, can you let Aiko know by 
tomorrow what you want? 

P: Absolutely. That'd be great. 

IN: Now, l understand we've had alot of 
complaints from customers this month. We need 
todo something about that quickly orwe'llose 
customers. am, can you write a report for me 
‘about the problems and your strategy for dealing 
with it? duke it by Thursday this weekif possible. 
S: Yes, of course. get onto it immediately 


We need to discuss how we're going to keep 
everyone informed about the potential takeover of 
the company by Bines plc Firstly, | think we should 
send a letter to all employees about the situation 
{Guaranteeing that no jobs will be lst i Bines takes 
over 

: Why don’t you meet the staf and explain it face 
toface first? think they'd appreciate that. 

Ks Yes, but not yet. Emailall staff inviting them to 
a meeting on Friday 1Sth in the stafroom. tll 
them then. 

‘ ILemail them straight ater this meeting, 

1K: Wecan send them a letter with all the details 
after we've told them face to face 

S:_ OK, Good idea. And what about our customers? 
We don’t want them to hear about this from the 
‘newspapers. Shouldn't we let them know that i's 
business. as usual? 

Ks Yes, Jagree. We can do that after we've signed 
the contract on Wednesday 20th, How do you think 
they'tlrespond? 

‘: I think they’ be concerned about quality. 

Bines are not known for their quality and customer 
service, as we ae. 

Ke They/tstill get the best customer service we've 
always offered and we'll make sure the quality 
desir suffer. Bines don't want us to lose that. 

S: Do you thinkit would be better to speak to our 
biggest customers individually? 

Ke think that'd be a good idea, actually - before 
‘we announce it tothe world. 

Si. Exactly.So we won't send out a press release 
Until we've spoken to our biggest customers then, 
Ke Bractly 


3.01 

China's Grand Canal, which connects the cities of 
Beijing and is 1,700 kilometres long. I's 
the longest artificial waterway in the worid, and 
an important shipping route through the years. 
But what's more amazing than the length ofthe 
‘anal its age. Work on the project began in the 
fifth century BC - more than 2,500 years ago. There 
‘was never a plan or budget forthe whole project. A 
series of Chinese governments built and extended 
the canal in sections over a period of 1,700 years, 
finaly finishing itn the 1280s. When they were 
Working the hardest on the project. ive milion 
‘men and women were involved in the construction 
~ mostly labourers, but also engineers. Today, only 
the section between the ities of Hangzhou and 
Jining- about 500 kilometres ~ is open for shipping. 
itis about 100 metres wide atits narrowest point. 
‘nsome places, the canals less than a metre deep, 
‘The Suez Canal in Egypt connects the Mediterranean 
Sea and the Red Sea. Work started in 1859. They 
thought the project would take six years, but they 
finished later than planned, in 1869 - four years 
behind schedule. Atone point five milion people 
‘worked on the project - mostly labourers, but also 
‘engineers, accountants and project managers. 
Some sources say that atleast 30,000 people 
‘were working on the canal at all times during its 


‘construction. The project ran 1,900 percent aver 
budget: The total cost was $100 million, Butitis 
stillone ofthe most important shipping routes in 
the word, With a length of about 190 kilometres, 
the canal makes the journey between the North 
atlantic and the indian Ocean much shorter than 
going around Africa. Itreduces the trip by 7,000 
kilometres, making the journey less difficult and 
time-consuming. Atitsshallowest point, the canal 
isabout twelve metres deep and fifty-five metres 
wide. 

‘The Panama Canal. in Central America, connects 
the Atlantic and Pacific Oceans. n 1881, a team 
from France started work on the project after 
seeing the success ofthe Suez Canal. However, the 
Panama team had to work lot harder than the 
Suez team. Construction in the jungles of Panama 
‘wasi’tas straightforward as digging in Egypt’ dry. 
sandy desert. Infact the digging itself was the least 
challenging part ofthe job. Dealing with the heavy 
‘ans made work impossible at times. The team 
‘missed target ater target, soon falling behind 
schedule. They finally gave up in 1883, when they 
ran out of money. Fifteen years ater, an American 
team took over the project. Work on the canal 
bbegan again in 1904, tt t00k 75,000 workers ten 
‘years to build the seventy-seven-klometre canal 
four years longer than the original estimate of 
six years. The team included engineers, specialised 
‘machine operators and of course labourers. Finally, 
in August 1914, the frst ship passed through the 
canal. Amazingly, although the canal cost $375 
milion to build, the project ame in $23 milion 
Under budget. At its narrowest point, the canal is 
about thirty-three metres wide and twelve metres 
deep. 
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1. Irs the longest artificial waterway in the world, 
2 But what's more amazing than the length of 
thecanalisitsage 

3 When they were working the hardest on the 
Project. five milion men and women were involved 
inthe constru 

4 They finished later than planned 

5 Itisstillone of the most important shipping 
routesin the world, 

6 Thecanal makes the journey between the 
‘North Atlantic and the indian Ocean much shorter 
than going around Africa, 

7. Itreduces the trip by 7,000 kilometres, making 
the journey less difficult and time-consuming. 

8 The Panama team had to worka lot harder than 
the Suez team, 

9 Construction in the jungles of Panama wasn’t 
as straightforward as digging in Egypt's dry, sandy 
desert. 

10 Infactthe digging itself was the least 
‘challenging part ofthe job. 
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Bid A 

We can stat the installation two weeks from 

‘row, on February twentieth. twill take our two 
technicians five days, but you can continue working 
in the office the whole time, so it's convenient. 

Our price doesn't include product support - we 
‘an provide a separate bid for that. But we do 
{guarantee the hardware and the installation for 
three years. We can do the job for 13,000 euros. 
Bid B 

We can do the job next week, on February the 
thirteenth, We can send ten technicians and finish 
the jb in one day, but you'l need to leave the 
office completely empty for us, sowe can work. The 
price includes fll product support and training, 

if you need it. This also includes the hardware 
manufacturer's standard one-year guarantee. It 
wil be 17,000 euros for everything, 

Bid C 

‘We need to order the hardware from our supplier 
and it will take three weeks to deliver. That means 
| camstarttheob one month from today -on the 


sixth of March. Fildo the installation myself over 
three weekends - soit will take three weeks to 
finish, but you won't see me. It won't interrupt your 
‘work at all m happy to give full product support, 
‘and | guarantee the entire installation for two 
‘years. The whole package is 11,000 euros. 


3.04 

Part. 

Welcome to our frst stand-up meeting. No sitting 
down, The idea is that these meetings will be over 
very fast, not more than fifteen minutes, and the 
aimis to bring us all up to date about what is goi 
‘on inthe team. Ths is very important itis fr allo 
1s, not ust for management. 

From today these take place every morning at 
‘am, Thisisa new type of meeting for most of us, 
01 will just explain what we plan to do, 

Is very simple. Iwill start by throwing this ball to 
‘a person, The person with the ball then gives the 
‘est of us three pieces of information. One: What 
they did yesterday. Two: What they plan for today. 
Three: Any problems or impediments that they see. 
‘That'sit.No discussion. They then throw the ball 
to-another person, who answers the same three 
(questions. We go on until everyone has spoken, 
After the meeting | will then follow up and speak to 
individuals about any action items. Any questions? 
No? Good. OK. Let’ start with Jack, Catch! 
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Part2 

J=Jack S=Sal T=Tom TL=team leader 

3: OK. Yesterday | worked on the new contract 
forthe China projec. Today have a meeting with 
the Lawyers to clarify some of the questions Ihave. 
So the draft contracts in progress, and l expect 

to complete it today. The only impediment see is 
time - the lawyers say they can only give me one 
hour, and it may not be enough 

'S: Hi everybody. So... had a meeting witha sub- 
‘supplier in the morning, where we agreed some 
‘new deadlines. We followed up the meeting with 
nice lunch, And then inthe afternoon | went to 
the dentist. Today my planisto finish writing a 
‘summary of yesterday's meeting, and then Fl be 
briefing the production team leader. don't see any 
{impediments at the moment. 

T: OK, m planning to work onthe designs for 

the new Logo for the rest of today. Oh sorry 
Yesterday spent most ofthe day discussing ideas 
forthe new logo ...with different departments. 
That was dificult because | didn’t have any fixed 
‘appointments with anybody soit was really a 
matter of luck. ..So today, as said, be working 
‘on the designs and then be discussing them 
‘with the people | missed yesterday. Hopefully. I 
they are available. Oh, nearly forgot. Yesterday | 
‘also met with one ofthe new designers who will 
‘be working on this project until the end. Thank you 
TL: Thank you, everybody. That's great. My turn 
‘now. ve been working onthe schedule for the 
factory shut down in November. Nothing to report 
¥lbe spending most of today working on the plans 
and | hope to finish them this afternoon. then 
bbe discussing them withthe boss before they go 
public 0 | won't be answering any questions at 
this stage. 
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Part3 

B=boss TL=team leader 

1B: How are we doing with the edrafting ofthe 
China contract? 

TL: Jackis handling that. He's meeting with the 
lawyers today, and is hoping to finish the draft 
today, too 

8: That's good. What about Sats meeting with the 
sub-suppliers yesterday? Isaw her in the canteen, 
‘What's happening with the deadlines? 

TL: Well, they did agree some new deadlines, but 
haven't seen them yet. rm sure they'llbe OK. 

Bs And where are we with the logo? 


‘TL: Tom’s working hard on that: He's going round 
the departments getting feedback. and he's 
‘meeting with the designer. I's allin hand. 
B: Can you bring me up to date on the programme 
for today? 
‘TL: Well let's see, Jackis doing the contrac, Sal 
is writing up yesterday's meeting and doing some. 
briefings, and Tom is working on the logos. be 
{focusing on the new schedule and the factory shut 
down. 
B: Ah, yes. What's the latest on the new schedule? 
Let’s see... Can you give me an update on the 
plans? 
TL:Yes, (can do that now, if you ike. 

Fine. When will ou be able to bring me up to 
speed on the factory shut down? 
Th: should be ina position to do that this 
afternoon. Can come round your office, say 
four-ish? 


‘OK, so whet | want to do today is focus on ways of 
building consensus. Building consensus sal about 
finding what the group wants todo, not what each 
individual wants todo, I's about group needs, 
‘notindividual needs. Sometimes we need to meet 
halfway, to find the middle ground. And sometimes 
We will be persuaded that one way is best. 

We will dosome practice activities later on, but, 
first want to remind everybody of two basic 
principles we al need to follow. First. if we 

‘want to build consensus, we must make sure 

that everybody is involved inthe conversation, 
Everybody must have the chance to speak. And 
second, everybody's opinionis of equal weight 

andi to be respected. No one in the group is more 
‘important than anyone else. OK? Got i? Good, so 


‘now here's what we are going todo. 
4.02 

Part2 

Ms! J=Jose T=Tanya S=Sam 

p=! 

IM: So the first thing we are going to dois decide as 
€ group how we want to ‘We have three 


‘options. We can stay as one large group, we can 
breakinto smaller groups, or we can workin pairs 
‘Any thoughts? Remember, everybody must be 
involved inthe discussion, and everybody's opinion 
istobe respected. Yes, Jose? What do you think? 

4: Sol thinkwe should stay s one big group. 
There are not so many of us, and it will be easy for 
everyone to be heard. 

T:_ Imafraid | disagree. it will be much better in 
smaller groups. That way everyone gets much 
‘more talking time. 

S: agree with Tanya. Much better With abig 
{group one or two people always dominate. 

D: Yes, agree, too. We can be much more efficient 
if we workin small groups. 

4: Well | don’t think my dea is that bad. | agree 
that ina big group one or two people could 
dominate, but that i easy to fix We use talking 
sticks. 

'S: What are talking sticks? 

3: Each person has two sticks, This gives them the 
Tight to talk twice. Each time they say something 
they must give up a stick, When they have no more 
sticks they cannot talk. That way everyone has the 
same chance. 

S: Actually that’s nota bad idea. But we will need 
‘more than two sticks 

4: Thatwas just an example. Of course we need to 
decide how many sticks to use, 

D: So we need to find consensus about the 
numberof sticks before we can even start a real 
discussion? 

M: That's a good point. Yes, we need to decide on 
‘the process before we can move toa discussion. 

‘So nobody isinterested in working in pairs? Good, 
Ok. So we're already narrowing down the options 
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and moving towards consensus, Not everybody has 
‘spoken, so would tke to hear what the rest of us 
have to say. Sandrine? 


5.01 
Kendra 
Good morning. Today. | want to introduce you 
to the new ZX3 Hot Seat. The 2X3 Hot Seatisa 
portable, heated seat. I's designed for siting 
‘utside, especialy in cold weather eitherin the 
park or at a music or sports event. 

So fist. let me talk you through the product 
specifications, As you can see from the slide, 

‘the ZIG seat is made of memory foam that 

‘automatically moulds to your body shape and 
{is designed to be extremely comfortable. Ithas 
‘3 removable, washable cover made of awater- 

‘resistant nylon mesh that comes in a choice of 
three colours - red, blue and green. 

‘The ZX3 Hot-Seat measures 940 by 480 mm, and 
Weighs just 1,050 g, As you can see, it comes with 
retractable arms t provide maximum comfort. 
ach arm measures 300 by 125 mm, weighs 45 
iSmade of lightweight plastic and comes in black 
‘or grey. As well as two USB ports, the 2X3 also 
hasan optional plastic container used for holding 
hot or cold drinks. Finally, the heavy-duty rubber 
handles and padded straps are designed to make 
‘transportation easier 
Paolo 


‘So you've heard Kendra telling you about the 
features of the 2X3 Hot Seat I's a great product 
but whats init for your customers? 

How many football fans in the audience today? 
Quitea few. You must agree nothing beats 
watching your favourite team play atthe stadium, 
‘But when it’s cold and wet, wouldn't you rather be 
inthe warmth and comfort of your living room? 
Well the 2X3 Hot Seat s the solution, For example, 
its heated seat means you can combine the 
excitement ofthe stadium with the comfort of 
home. For added comfort, there are optional arm- 
rests which allow you tosit back and relax as you 
watch the game, while the plastic cup-holder lets 
You enjoy your favourite drink at the same time. 
‘The Hot-Seat has a washable cover so it's easier to 
clean, plus the lightweight seat with handles and 
straps make it easier to carry 

Kendra mentioned the Hot-Seat has two USB 
ports, so you can recharge your mobile devices 

if ouneed to. n today's instant world, we know 
how important this wil be, especially for younger 
customers. This also lets you post pictures on 
social media of those all-important goals, as they 
happen. 


6.01 

Jenn 

Security isa big issue in the hospitality business 
although itcan be very diferent depending on the 
hotel category. | mean, some low-cost hotels these 
days don't even have an in-room safe for people 
‘to keep their valuables, and think that's crazy. 

| workin a five-star hotel and guests need to use 
their room key cardi the lifts to get to thei floor 
You just touch your room key card tothe pad and 
the lft automatically selects your floor: You also 
‘eed the room key card to get from your floor 
back down to the lobby. | thinkit's becoming quite 
standard in newer city hotels. Not everyone likes 
it Some guests complain i's annoying when they 
‘want to visit another floor. Ofcourse, you don’t 
have to take the lift, You can get access to other 
floors by the stairs, butts like setting your house 
alarm or locking your doors. t's nat going to make 
‘itcompletely impossible for someone to commit a 
‘rime, butts an extra barrier. 

Paul 

You know ve never thought about it before, but 
security is very relaxed in the university building 
where | work. Students and staff are walking in 
and out all day long and anyone can just wal 

off the street. There's only ever one receptionist 
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‘on duty and she has to answer the phones, deal 
‘with queries and work on the computer, 50 she 
‘can’t possibly keep an eye on everyone who 
‘comes and goes, And whenever she needs to.go 
somewhere or take a break, the reception area 
‘completely unattended. There are signs on the 
wallsinall the classrooms warning students to 
keep their valuables with them, and lecturers have 
toremember to lock the stafroom door, but it's 
‘not deal and we occasionally have had problems 
with theft and vandalism. There arent even CCTV 
‘cameras in the corridors. 

Aisha 

ve worked in a multinational T company for 
almost ten years now. We need to leave our mobile 
phones with the guard on reception and he puts 
‘them into a locker and you mustn't bring in any 
pen drives or any type of USB storage devices to 
‘the ofice.n the past you didnt need to wear your 
‘photo 10, but now your badge must be visible on 
youatall times. ifa manager or the security quard 
catches you withoutit, they say something. And 
‘youneed it for everything. You see, ithasa chip 
‘with radio frequency identification which you have 
‘to.use for checking into and out of the building, 
‘and it opens doors based on your access to certain 
‘areas. And you have to useiitto print or scan 
anything as wel. 


6.03 

Part 

‘A=Alex T=Tony 

‘A: Ivetold you several times already about the 
cleaning problem on the factory floor, Tony. 

T: Yes, you have, and t've told you ~ several 

times - that the 2X390 needs repairing, We had 
another leak yesterday. As far asm concerned, 
ve followed procedure. reported the fault on the 
‘machine I's over to you now. 

‘A: lappreciate it's dificult for you, Tony, and thank 
you for telling us about the leak. However, i's 
important that your apprentices clean up as they 
work. The management team are worried thisisa 
seal hazard, 

T: isa hazard. Bum sorry, thisis not my 
responsibilty My apprentices do'thave the time 
to lean. And what happens ifsomeone slips and 
falls? We need a fulltime cleaner. He only comes in 
the evening and that’s often too late, 

‘A: Tony, as you know were a small business. We 
just can't afford a full-time cleaner. 

T: understand what you're saying, Alex, but 
what's the solution? We need to repair the 2380. | 
‘eported the problem ten days ago. 

1A: Yes, but to repair the 390 we will have to stop 
production, This is impossible - we need to meet 
‘ur deadline for the Japanese order. 

Te know that, but i'salso important that we fxit 
as quickly as possible 

‘A: Itotally agree. can seeit from both sides. 


6.04 

Part2 

T=Tony A=Alex 

T: Sohow dowe proceed? 

‘A: [think we need to come to a compromise so 
that we can complete the Japanese order. 

T OK.So, what's your solution? 

‘ail my suggestion to supply your team 
with sip-resistant footwear. That will help prevent 
accidents. 


T: Uh-huh, sounds like 2 good idea. But what 
about repairing the machine? 

‘A: Well. as we both agreed, we will ose time if we 
stop production. So, let's complete this order fist 
andl request an engineer to fix the leak. Can | just 
‘check you're happy with thisidea before | speak to 
the management team? 

T: Yes, that’ fine with me. 

‘A: And then let's review this situation atthe end of 
the week 

T: Sure, why not? 

‘A: Great Ill put that in an email just to summarise 
what we've agreed. 
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7.01 
2%: 
R= Recorded message 1 D= David 


A= Angela K= Kabir 
RA: Welcome to Noderphone. Ths call may be 
recorded and monitored for training purposes. All 
‘our agents are busy right now, please hold 

Al our agents are busy right now. You can also visit 
the Noderphone.com website for customer service 
information. 

D: Good afternoon, my name is Oavid. May have 
‘your name, please? 

AA: Yes it's Angela Parsons. 

D: How canthelp you, Angela? 

‘A: My internet connection isn’t working 

D: Isthe accountin your name? 

A Yes. itis. 

D: Can just ask for some further identification? 
Can you give me the phone number for this 
account, Angela? 

1A: Yes, it's 0208 892 2149. 

1D: Thankyou, Angela. Il put you through to our 
‘customer service agents. Can ask before you go, 
do you have any mobile phone numbers you'd lke 
to add to our account? Theres aspecial offer 
Fight now. 

‘A: No thank you, David. only have one mobile 
and it’s already on this account 

D: Ok, just transferring you now. 

RI:All our agents are busy right now, please hold. 
Ke Hello, Angela, my name is Kabir, how can thelp 
you? 

{A ljust told your colleague, my internetisn't 
working, 

Ks see. Have you tried switching off the router 
‘and turning ton again, Angela? 

‘A: I'm sorry, Icanthear you very well. Could you 
speak up. please? 

IK: Yes, ofcourse. Have you tried switching off the 
wifi router and turing it on again? 

[A: Yes, ve done all that. The lights don't come on 
as usual though. 

K¢ OK, ll re-Boot it from here.This wil take afew 
seconds. just put you on hold 

K: Hello Angela, can you tell me ifthe lights start 
tocome on on the router? 

'A: Yes, something's happening. They ve started 
‘coming on. There's a yellow light, and now two 
blue on the left oh, and another yellow one on the 
right. 

FE Areyouin rontf you computer? 

‘A: Yes, m jst trying to get nto my email. Yes, i's 
working nove 

Ks Isthere anything else can assist you with this, 
afternoon, Angela? 

‘A: No, that's fine, thanks 

K: Have anice afternoon, 

2 

R2=Recorded message2 A=Angela J=Judith 
2:Welcome to Noderphone. Ths call may be 
recorded and monitored for traning purposes. 
Please say the phone number about which you 
have anissue. itis the phone from which you are 
calling say ‘t's this phone’ 

‘A: Iesthisphone 

'R2:How can thelp you today? 

‘A: Ihave. query about my mobile phone bill 
a:tm sorry, Idon’t understand. For internet 
services press one; for television services, press 
‘wo; for. ress seven; for technical support. press 
eight; or please hold to speak to an agent. 

4: Good morning, this Judith speaking, Cant 
have your name, please? 

‘A: Atlast! Yes, its Angela Parsons. I's taken me 
fifteen minutes jst to speak toa real person, 

4:_ Ym sorry forthe tong delay - we're receiving 
{ots of calls today. How can | help you. Angela? 

[A: Lwant to query my mobile phone bil for last 
month. I's ninety-three euros thirty-eight cents. 
That's more than three times what | normally pay 
J: Can |justask your date of bith for verification 
Purposes? 

‘A: Yes, t's 23+ June 1988, 


J:_ Thank you, Angela. tm just looking at your bil 
‘on the screen, Yes, see you were in Andorra and 
there was a roaming charge of fortysix eighty- 
seven, 


‘A: What? A roaming charge? Why? 
J: Andorra isn'ta European Union country. I falls 
into our Rest of the World, Zone 2. 

‘A: But... don’t remember using the phone's 
data, used the hotet’ wifi connection and only 
‘called my mum a couple of times. Look, could you 
possibly reduce the charge? 

J: msorry, we can’t do that, Angela, We always 
recommend contacting customer services to check 
roaming charges abroad before you travel. Next 
time don’t forget to do that. You can alsofind the 
information on our website 

‘A: Well certainly remember to look fora 
cheaper operator as soon as can. 

J: Can thelp you with anything else today? 

'A: Yes, could I speak to your supervisor, please? 

4: Imafraid shel give you the same information. 
‘A: Well still want to speak to her anyway. 

JE OK, Fm just transferring you now. 


7.04 
We all have good ideas. They come to us when 
‘we're reading or listening to music, in conversation 
with fiends, or alone with our thoughts, But most 
of the time, they just disappear. | think there are 
‘many reasons for this. We may simply forget, We 
may be afraid of being laughed a. But think 
mostly i's because we dont have a system for 
‘capturing them. 
‘Sol want to hear your ideas about how we can 
{generate more ideas, and how we can share them. 
With each other But it's nat enough ust to have 
good ideas. What | watt doin ths session sto 
ways we can capture those ideas to 
‘make sure we don't lose them. Yes, we need to be 
creative to experiment, to innovate, to explore, to 
imagine. But we also need to think about how we 
‘put our creativity into practice. Soin your groups, 
in thirty minutes, fd tke you to come up with alist 
‘of ideas - not only for how to generate great ideas, 
‘but also how not to lose them, 


7.05 

Speaker 1 

‘We think the first thing we need to dois to make 
lists. Sowe should brainstorm as many ideas as 
possible, and write them all down. Quantity nat 
{ualtys the key. We can decide what we want to 
keep later 


Speaker 2 
‘We think thatthe big problem is those ideas which 
‘come to us when we are not expecting them 
How do we record them? We suggest everyone 
needs to get into the habit of carrying a small 
fatebook. Another way is to use the recorders on 
‘our smartphones. The things, its got to be easy, 
‘otherwise we won't doit. 
Speaker 3 
‘ur team would ike to push the idea of mind 
‘mapping. Basically, starting with a word or 
phrase, and then simply writing down all the 
‘Ideas that come from that phrase. So it’s bit lke 
brainstorming, which the frst group mentioned, 
But then we need to connect the ideas so that we 
tend up with things that are related to each other. 
4 


‘We like the idea of using different viewpoints to 
{generate ideas. So everyone takes on a different 
‘ole to normal. a different personality, and then 
‘ries to think like that person might think. For 
example. if you are thinking about ideas for 
improving customer service, you could take on the 
role of customer, or one ofthe suppliers 
Speaker 5 

Our team came up with the idea of visualisation, 
or of using pictures to record our creativity. Sonot 
just writing down the idea in normal words, but 
‘drawing a picture or a diagram which summarises 
the idea. Doing this helps to think the idea through. 


Speaker 6 
We like the devits advocate approach. Basically 
everytime someone comes up with an idea or an 
innovation we take the opposite view and question 
everything about the idea, The rskis that we make 
people upset or angry, but what we want to dois 
‘make sure that we really think through the issues, 
instead of just accepting them It helps prevent 
group thinking 


8.01 

Part] 

‘Nowadays we all have too many tasks. Everything 
seems urgent, and nobody has time to wait. But 
part ofthe secret of successis not to get distracted, 
‘not to react to everything that comes to your desk, 
but instead to prioritise. Setting priorities is very 
easy to do, First, you makea list of the tasks that 
‘you need to do, Second, you compare these tasks 
and decide which ones ae important and which 
‘ones are urgent. These are not the same thing, 
Important tasks have to be done because they 
‘matter to your business urgent tasks have to be 
done now, evenif they are not important. 

Inhis book The 7 Habits of Highly Effective People, 
‘Stephen Covey describes a time-management 
‘matrix which helps us to visualise the relationship 
between importantand urgent. Imagine a square 
divided into four quadrants. inthe top let quadrant 
‘we put the tasks which are important and urgent. 
‘The top left quadrants for high-priority tasks. nthe 
top right quadrant we put important tasks which 
are not urgent. n the bottom left quadrant we put 
tasks which ae urgent but not important. And in the 
bottom right quadrant we put the tasks which are 
‘neither important nor urgent. Bottom rightare very 
{ow priority, and will probably never get done, 


8.02 

Part2 

Solet’sgo through your list of tasks. 1see you have 
‘numbered them. Good! Task one is nat that urgent, 
‘and notthat important. Don’t waste your time on 
it Task twois quite important, but not really that 
Lrgent. Put itin your schedule. Task three i really 
Lrgent. tis also of utmost importance. Makeit your 
‘number one priority Task four is iot important, but 
‘extremely urgent: Do it today if you have time. Task 
fives realy ow prionty t's abit of a distraction, to 
behonest Putt at the bottom of your list of things 
todo, Doit when youhave time. Tasksixis extremely 
urgent and important. Giveita high priority. 

please. Task seven has no priority whatsoever. I's 
information only. You can put i off for a while. 


8.03 

Part3 

ne last tip.| have already ssid that part of the 
secret of success isnot to get distracted. But that's 
only part ofthe secret. The other part ofthe secret, 
the reat, i discipline. Don't put things of. No 
excuses. Once you have identified your tasks, ust 
getonwith them. 


BW1.01 

JN JobNow representative M=Maria 
‘A=Agata T=Taro 

Maria 

-INsTell me abit about yourself, Maria, 

IM: Ym forty-two years old, and ve been a doctor 
for about fifteen years, managing my own clinic. 
feel very tired ~ exhausted all the time. think 

| wanta completely new career. 'm considering 
‘going back to university for another degree, but 

I don’t ke the idea of being the oldest person on 
the course. 

2Agata 

INH, Agata. Could you give me alittle background 
information about yourself? 

‘A: Tim twenty-two and in my final year of studying 
‘economics at university. tke to find ajob in the 
finance sector, but ve never had any kind of paid 
job. play football and volunteer at a hospital but 
those are not related to finance. 


3 Taro 
{IN:Thanks for coming in, Taro. Could you give me a 
{quick summary of what you're hoping for? 

T: fm thirty-two. ve worked for ten years writing 
travel magazine articles as a freelance writer. Ive 
seen the world, but haven't made very much 
‘money. want to continue writing, butin a secure 
job ina company. 
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M=Melanie F=Franco T=Toni 

[M: OK. Shall start? looked at the graphite mining 
industry. 

F: Why that one in particular Melanie? 

'M: Well although we've used graphite in things 
like pencils for years, there’sa very exciting new 
‘material called graphene that can be made 

from graphite. think there could be some good 
investment opportunities with companies using 
graphene. 

[read an article about itrecently. Apparently, 
it's the new super material. But. whatis graphite 
exactly? And where do you find it? 

IM: OK, here's the science bit. i's 2 metallic mineral 
‘made of carbon but there's so much more to it than 
just pencils, and, even better there's lots ot all 
‘over the world! 

F: Really? there enough to meet demand? 

IM: Itlooks ike it. think i’ a great area to invest 
in. Graphene’s 200 times stronger than steel and 
very lightweight and flexible, i's definitely the 
material of the future. And, becauseit conducts 
heat and electricity much faster than anything else, 
we find itn the touchscreens on our phones and 
tablets 

1: Whataboutsports equipment? 

That too. t's great for things like racing bikes 

and tennis rackets. And of course i's also fantastic 
for electric car batteries because it's much safer 
than anything else 

F: Itsounds Uke a miracle material. 

M: Yeah, it does, doesn't it? And |haven't even told 
{you about other potential uses. 

Te. Really? Uke what? 

M: Itcould upload data at one terabit per second 
or charge your phone in just five minutes, 

T: Wow, that would be usefull 

M: And you could even use itt clear up nuclear 
‘waste, S0ittd be good forthe environment, too, 
‘That's why Ithinkwe should investn the graphite 
mining industry. 
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T=Toni M=Melanie F= Franco 

Ts. Ilooked atthe tourism industry and the main 
thing to reports that tourism’ very big business 
‘especialy in some areas where it's expanding fast 
'M: What, lke package holidays? 

Ts. That’snot the only qrowth area. ve looked at 
online travel providers, cruise companies, htel 
chains and mega-resorts, all of which could be 
{good investments 

M: What's a mega-resort? 

T:_Iswhere companies develop all the hotels, 
villas, entertainment facilities, restaurants, etc, on 
‘one site so guests have everything they want in 
‘one place. You know, things lke swimming pools, 
villas a spa, sports facilities, a golf course. 

F: Iwent to one inthe Caribbean last year twas 
amazing 

Ts. They are great. But| think we should invest 
inthe cruise industry. More people than ever are 
{going on cruises and profits are high. infact several 
‘companies are building enormous new cruise ships, 
Which are like mega-resorts on the ocean, That's 
the industry we should be putting our money int, 


BW2.03 

M=Melanie F=Franco T=Toni 

'M: OK, what about you, Franco? Where do you 
think our money should go? 

:_ Definitely the food industry. know it's an 
industry with tight margins, but everyone has to 
eat, dont they? 
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F:_ And people are buying more snacks than ever 
before because they don't have time tosit down 
and eat proper meals so companies are now 
focusing on healthy snacks. That's what we should 
focus on because companies new to the industry 
are doing extremely well and making big profits 
IM: Soyou think the healthy snack market isa good 
bet? 

F Yes. Everyone's health-conscious these days 
and looking for more free-from products, you 
know, snacks without sugar, salt, fat, gluten, milk, 
etc. 

M: it true. Im always checking the packaging 
tosee what’ in a product. Love those healthy 
breakfast bars, They save me alot of time in the 
mori 

F: Exactly. They're ideal for today’s busy working 
person soit won't surprise you to know then that 
‘they're flying off shelves around the world. Growth 
inthe healthy snack market s the largest in the 
{ood industry. And it’s the smaller companies that 
‘are beating the big multinationals in the healthy 
fruit and vegetable-based snack market. That's the 
kind ofthing we want to invest in 


Bw2.04 

Welcome to this months investment club podcast 
which today i aimed at new members. ™m going to 
tellyou about the things you should know about a 
‘company before you investinit, 

Jnvestment always involves taking a risk. Therefore 
youhave to make sure the riskis as small as possible 
and that means doing some research, For example 
\whatis the company history? Finding out as much 
‘company information as possible vital for assessing 
‘isk Find out who set the company up and when. 
‘Naturally, most investors want to look at the 
financial performance first. You willneed to study 
the figures from the past three years atleast. You 
dothis by checking the financial reports. Loking 
at these allows you to see what the company is 
worth, the trend in ales and revenues and where 
the strengths and weaknesses of the company are. 
Although the financials are very important, don’t 
forget to look at the management team running 
the company a, ultimately they're key to 
‘company's success. You want to find out as much 
a possible about their experience and skills as 
well as those ofthe employees. Ask yourset is the 
leadership of the company effective and able to 
make the best use ofthe skills of employees? 
Soyou've looked at what exists now, but what 
about the future? You need to know what the 
company’s future plans are. How are they going to 
‘move the company forward and how risky do you 
think their plans are? 

These days another important thing to considers 
how environmentally friendly a companyis, and 
what their social responsibilities are, For example, 
dothey help local communities? 


BW3.01 

Letily C=Carlos 

OK, Carlos, sorry, but this has tobe realy quick. 
tthave to leave forthe airport in ive minutes, 50 
let's do this as quickly as possible. 

: Sure, sure, 

E item one on the agenda is the ‘Save the date’ 
invitations. re they ready to 90? 

: Yes, they are, The email is ready i's approved 
by Casa Paradiso - we just need to send. 

LE OK, then le’ do that tomorrow. 

: Great, No problem, Tomorrow is fine. take 
care ofthat. 

Litem two - the contract with Lana GablerJones. 
Has that been signed yet? 

CNo,ithasn’t Her agent - her name is Constance 
=saysshe's very busy. 

L: Weneed to use her name to promote the event. 
We wanted that contract signed a month ago ~ 
daly frst 

know. We're working onit 


>151¢ 


>| Audioscripts 


|L: Well, we need it today so just get it done. Can 

you do ittoday? 

Well can try. can try. ll email her agent 

straightaway. 

LE OK. great. Now, item three, What's this about 

anengineer? 

: Wetalked about having an engineer explain 

hhow the wind turbines work. 've talked to a couple 

of people: 

1: ‘Listen, don’ think. mean, an engineer? 

Sorry, but fm not convinced. thinkwe need 

to focus on the fabulous hotel and not on the 

engineering ofthe wind turbines, Can we just 

forget about that? 

: ‘Yeah, sure. mean, you're right. I's probably 

justa waste oftime. We can cut that. 

| Now, the food order Where i that? 

© Wedon'tneed to order the food untila couple 

‘of weeks before the event - so mid-September. 

LOK. But we've chosen the catering company, 
1? 

Right I's called Sans Catering Company. 

LE: Ok. then let's say we'll do the food order on 

‘September fifteenth. 

G September fifteenth? OK. No problem. Flask 

‘Sarah to place the order 

L Anything else? 

No, think that’. 

Ok. thanks, Carlos 

: Yeah, thank you, Lily 


| Asmore and moresmalier companies go global 
thanks tothe rise of e-commerce and social media, 
the supply chain is more important than ever, 
Today tm talking to Greg Marshall, Supply Chain 
‘Management Consultant. Welcome, Greg 

G: Thanks, Pritt Good to be here. 

What are the key factors that businesses 
‘moving into a global market need to be aware of? 
& Well you really need to have an effective and 
efficient supply chain that you can rely upon. 
How doyou get that? 

6: Firstof all i'simportant to keep costs toa 
‘minimum when you are competing ina globat 
‘market. f the supply chain is too long and outside 
‘of your control, you'l end up dealing with delays 
‘and other problems along the chain. You have to 
‘make sure that you can offer the best customer 
service at the best price so your supply chain. 

has to be able to support not only existing local 
‘customers but also the new customersin other 
countries as well as in your own. 

E_ How important is it to understand the culture 
afte counties you sre supplying or eling to? 
G: Of course it’s important and, if you are 
targeting a specific market, then the mare you 
know about that market, the better. However, for 
smaller businesses, going global often happens 
withouta planned strategy. 

What do youmean by that exactly? 

G Wella customer from another country makes 
enquiries and then places an order and suddenly 
the small business has taken the frst steps to going 
‘global. But it can be a very steep learning curve 
because you haven't exported before or done any 
‘homework on that particular country, 
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I=Interviewer G=Greg 

Sowhat things do you need to consider? 

G: For example, cost of increased production, 
distribution costs ~ that is how are you going to 
transport the items to the customer - payment 
terms, currency, methods and the amount of stock 
you can keep as online orders come in quickly and 
Customers expect their goods as fast as possible. 
‘And of course there are the diferent trading laws 
for each country and specific documentation 
required. 

So, small business could suddenly find 
‘themselves in a very different kind of business set- 
‘up when they start exporting? 
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Exactly. And the one thing that mustnt suffer 
during all the expansion is the product quality 
or you'l have a scandal on your hands. Do you 
remember the scandal in the UK when itwas 
discovered that some food products had horse 
‘meat in them? Or the terrible scandal oftumble 
driers catching fire and burning down kitchens 
and houses? There are so many parts ofthe supply 
chain that could go wrong, 

I: Soareyou saying that nat everyone should go 
global? 

G: Notatall i's the way to succeedif you 

‘an earn fast and get organised. Many home 
businesses have become global phenomena, Did 
You know that some ofthe biggest companiesin 
the world, including Google, Apple, Microsoft and 
‘Amazon, all started in a garage? 

No, that’s amazing! 

{G: So what 'm saying is thatit doesnt matter 
where you start, i's where you goand how you get 
there that’s important 
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I=Interviewer G=Greg 

I: So,iFyou were. small business owner moving 
int the global market, how would the business 
change? 

Gi: Well et’ look ata simple supply chain 

‘model frst. That'l explain it best. Let’s imagine a 
‘company that makes organic apple juice. It started 
when Walter a student, was experimenting in 

his kitchen. His supplier was a local farmer who 
let Walter have the apples for free if he collected 
‘them. Walter created the producti his kitchen 
and started selling itto his friends and neighbours, 
S0 he was the manufacturer and the retailer alin 
‘ne. Already you've got the beginnings ofa supply 
chain = local farmer gives apples to Walter who 
‘makes the juice in his kitchen and then sells it to 
customers: inthis case his friends and neighbours, 
However Walter's customer base i stowy expanding 
‘and then a local shop wants to sell his product but 
the orderis too big for him to doalone in hiskitchen 
Suddenly his supply chainis changing Becouse 

hhe can’ getall the apples he needs fom the local 
farmer he has to look for new supplies, who don’t 
give him the apples for free, which of courses pushes 
the price up. Then he finds he hasivt got the time to 
Produce the quantities ordered himselfsohe has 
tofind.a company to produce hisjuices, and he's no 
longer the manufacturer Then he's got to stock the 
Products, 0 he has to find a warehouse and organise 
distribution. Now he has become a wholesaler 
‘because heselts to the shops ata wholesale price, but 
hers stilaretaiter when he sells dict to consumers 
‘ontne, So you can see how complicated it could getif 
you dort plan propery 
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R= Researcher Fl=Female1 F2=Female2 
ale 2 
A theo thank youl againfor taking thetine 
{ohelp us out with our market research. We think 
simart fabric is going to be the next big thing in 
fashion, but we need your help to gett right 
So, you've all been given a Tshirt to try out ~ 
everyone had a chance to wear tat least for a few 
hours? 

OX, you've al filled out some written feedback as 
well, but really Love to hear what you thought. 
So... who willstart? 

FA: The shirt looks absolutely amazing, 
MAL: Totally. My girlfriend couldn't believe it~ how 
coolitwas. 

F2: That's completely true, but was | the only one 
Who. thought it et tke Uke plastic on my skin, 
but kind of rough 

think that’s the big disappointment. After 
about two hours. had to takeit off Itwas actually 
really uncomfortable, 
Fi: You're right And it smells strange, too 
FA: But. 50... ma keen cyclist~1go everywhere 
by bike, My shire had the ighting-up option, A 
couple of times,  putiton over another Fshirt, 


and wore it cycling So| think this could be a 
‘great piece of safety equipment. maybe ~ifit were 
brighter? It’s good for being seen! 

IME: Right, right ~ good for safety, but ust really 
uncomfortable - it feels kind of horrible to touch 
it-and itsmells really weird, 

Right, OK,So what hears that nobody really 
‘wants to wear this next to their body. 

F2: The other thing - what's the washing like? You 
told us not to wash the Tshirt. 

M2: | wondered the same thing. Are there special 
washing instructions? 

R: Yes, it definitely can't just goin the wash with 
other clothes. 

FA: That'sa huge problem. AT-shirt, especialy, 
needs to be easy to wash. 

ML: It'50 cool, the fabric, but you want to do 
something with itwhere you don’t need to wash it 
Fa: Right. m thinking. don’t know, curtains? 
M2: Curtains are a great idea. Or wallpaper? 

FI: Yeah - you could change the colour of your 
wallpaper without changing the wallpaper. That 
would beso cool. 

MA: Or back othe idea of clothing - could thisbe 
‘8 good material for road workers to wear - like on 
safety jacket? it would make them easy to see. 
F2: And you could even have words, right? Like 
‘slow down’ on the back ofa safety jacket. 

R: Ok, yes, those are some great ideas. dike to 
just go back... 
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M=Man W=Woman 

{tS obvious that the smart fabric has great 
potential - we just need to figure out the 
marketing mix. 

W: OK, so the products we have on the list so far: 
‘cling safety wear, road- worker safety wear, 
curtain, wallpaper: So two basic categories ~ 
safety clothing and home decoration 

(Mz Right. So let's look a cycling safety wear first. 
The product would be... 

W: To begin with it would bea cyctng safety vest. 
This would work because it wouldn't be worn next 
tothe skin, nd because it makes great use ofthe 
smart fabric. 

IM: Right, OK. So it would be practical - it tights up, 
soit’ safe but also we could bring fashion tot, 
too, right? 

W: Exactly. Atthe moment thereisnta safety vest 
for cycling that’s also fashionable. n the market, safe 
and fashionable ae wo very differentideas,Sowe 
could bring those together ina great new product. 
M: OK, great. So who wants to buy that? 

W: Well | think this one probably isn’t for serious 
Facing cyclists, or sports cyclists ~ they don't 
usually wear safety gear Uke that, But people who 
‘cle to work - commuters - who in fact are often 
very serious about cycling, they’re out in traffic 
every day- they 'e probably the target market 

M: OK. agreed - atleast to begin with. So that 
‘means we probably don't want to promoteitin 
serious cycling magazines, but maybe we do want 
to push tin... don’tknow, Uestyle magazines ~ 
travel women's magazines, men’s magazines...? 
Ws Yeah, OK And probably online. Social media. 
M: Definitely, we're selling onkine - which of 
course we will. But what about bike shops? 

W: Distribution is expensive - shipping is 

{getting more expensive all the time. That's a big 
Consideration. But | thinkif people actually see the 
product ina bike shop, they'tLwant one, 

IM: That’ true. So that’s an obvious placement, but 
also abig opportunity for promotion. 

‘Sowhat about price? 

W: It wont be easy, The smart fabric isn't cheap 
toproduce. buta cycle safety vestisn't really a 
‘premium product 

'M: Well the usual bright orange and bight green 
‘ones arent, but wee selling something specialhere. 
‘The basic ones ae about five euros, and some ofthe 
nicer ones are about twenty euros. Our cost, per vest. 
atleast at first will be about wentytwo euros, so 
we're looking ata retail price of over forty euros, 


7 


W: Forty euros 
'M: | know. I's high. But then... ifwe price tas. 
premium product ~a fashion safety vest 

W: .. we might place itn some ofthe more 
expensive department stores, notjust cycle shops. 
IM: | like thatidea! And who knows, ifthe vests 
are popular, we might develop a whole range of 
cycling products. 


BW6.01 

M=Man W=Woman 

M: Why do you have to do risk assessment for 
offices? 

W: We do itto make sure that the work 
‘environments safe forthe employees and any 
visitors. In fact, in most countries you have to.do 
it-sthe law 

'M: So how does it work? 

Ws Firstly, you have to identify any significant 
‘hazards in the office and also who Isat risk: 
‘employees, visitors, cleaners, etc. 

‘M: What kindof things can be dangerous? 

Ws Well, things like wires and cords that trail 
‘across the floor, and carpet that doesnt fit property 
‘ris torn, both of which could trip people up. Erm, 
dangerous machines that don't have guards on 
‘them, for example. You don't want to have any 
accidents, 

(M: is that all you're looking at? 

W: Oh, not at all Then there ae things tke the 
heat or the noise in the workspace. Ist too hot 
‘orto cold or noisy for people to worksafely and 
comfortably? 

M: [hadn't thought of that. But suppose if youre 
too hot or col, you can't work effectively because 
‘tcan make you eet. 

W: Baactly 

M: Would you also look at things tke ighting? 

W: Yes, you can’t expect people to work in places 
‘where there's inadequate lighting because it could 
damage their eyesight. 

M: What about office furniture? isitimportant to 
have good chairs for example? 

'W: Oh, absolutely. One of the most common causes 
‘of staff being off sickis backache, so it's a good idea 
toensure that the seating is good for their posture. 
M: So, once we've identified these risk, what 
happens next? 

W: Then you need to evaluate the risks involved 
‘and put procedures place to limit the risks and, 
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‘This morning m going to talk about dealing 
‘with unhappy customers and how to turn a bad 
situation around. When things go wrong, many 
‘people’ first reaction is to be very angry and 
‘demand that tbe dealt with immediately. So 
whether the complaint ison social media, the 


phone or in an email, act as quickly as you can to 
resolve the situation, However, don’t go making 
offers without checking the facts as that can be 
almost as bad 2s not resolving it Customers like to 
‘know that a company cares about them. 

With social media and emails, respond immediately 
by apologising and indicating that you are looking 
into the complaint and will contact the person as 
soon as you can. But then don't fall into the tap 

‘of taking too long. t's important to treat each 
‘complaint a a priority. It necessary, imagine that if 
you do not solve the problem, you couldliose your 
job. That'sa good way to focus your mind. Then get 
bback to the customer witha solution as quickly a5 
You can. And ifyou can qivea customer alittle more 
than they expect. they are likely to become your 
most loyal customer. 

‘Many employees in customer service are 
dependent on the manager to give them 
permission to solve problems. All customer-facing 
staff should be able to solve as many complaints as 
possible without referring back to someone who 
may not be available at the time. This is where a 
comprehensive company policy and good training 
can be invaluable. These can help to ensure that 
similar problems don't occur again, A company 
must create a culture of good service and respect 
{or the customer. It should keep accurate records of 
every communication between the campany and 
the customer for each complaint so that everyane 
knows what's happened or is happening and can 
Use this information to either improvea service or 
make sure something similar doesn’t happen again. 
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Speaker 1 

‘Ym based in Durban. in South Africa, but | 
sometimes visit our production facility in Vietnam, 
‘near Hanoi, On my first vist there, lwas introduced 
to the top management of our subsidiary soon 
after arrived. My visit wasn't very ong, and we 
hhad some important business to discuss. expected 
tomeet people, have a short conversation, then 
{get down to business, On the fist day, we went to 
the Factory in the afternoon, and | hada tour That 
\was interesting, but not very useful to me. Then we 
went out fr dinner. expected this to bea business 
dinner, but my hosts never mentioned work, 

and whenever! tried to go anto that topic, they 
changed the subject quicky, We finally discussed 
business on the second day The whole experience 
really confused me. twas only later that I learnt 
about how importantitisin Vietnamese business 
culture to get to know people first, before talking 
business. Also, apparently i's OK to talk business 
at lunch, but almost never at dinner. Now that 
understand, it makes alot of sense. like it, 
actually. guess they think we South Africans are 
probably too direct! 
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Speaker 2 

completely understand that the management needs 
toknow what the sales team is up to - whatwe'te 
doing. The business depends on our performance. 
Buta few months ago, they asked us to writea 
‘weekly report of our sales activities, Before that. it 
‘wasa monthly report, which liked. But a weekly 
report i's too much, areal pain treally need to 
focus on selling. And do the managers really want 
toread.aweekiy report from sales reps allover the 
‘world? Dont they have mare important things to do? 
| would understand ifthe sales team were failing, but 
‘we arent filing. The last couple of years have been 
‘outstanding fr the business. Tisisa case oftoo 
‘much communication too much paperwork. 
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Tescheduled a meeting with one of our biggest 
cients in France next Monday. China is going to 
supply the model forthe meeting justin tiie, but 
isstressul. if something goes wrong with the 
shipping, ll have big problems. We don't have 

to work this way! Why didn’t Mr Lau send the 
design model back to manufacturing as soon as 
he realised there was aprobiem? Why did he have 
toask what | wanted? Why couldn't hejust do 
something instead of waiting for orders from me? 
Itdoesn't make sense to me = not at al. 


BW8.03 

‘When received the design model ofthe HM-02, 
knew the problem was serious. However, Frederik 
‘works in Head Officein Denmark, andhe's above me 
inthe company.’ really important for employees to 
respect their superiors and to include them in making 
important decisions, s0| could never have returned 
‘the design model forthe correction without fist 
asking Frederik, Teamworkis extremely important 

in business. I's why we are successful as a company. 
‘Also, knew we could supply the model justin time, 
sothere wasr't going to bea big problem, 
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1. the bestrestrantintown 

2 while they're deivring the food 

3 Iveseen something sin’larin Amsterdam 
4 only because t'snecessiy 
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a 


‘A: Why don’t you take afew days off work? 
I can’t afford to take 3 few days off work 


‘Why don't you phone customer services? 
Jhate phoning customer services, 


Maybe it's better nattojoin the project? 
Fve already agreed to join the project 
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+ adjective adj) Headwords for adjectives followed by 
information in square brackets, eg, [only before anoun] and inot 
‘before anoun], show any restrictions on where they can be used. 

+ noun n) The codes] and [U] show whether a noun, or a 
particular sense of a noun, is countable (a customer, two 
customers) or uncountable (assistance, branding), 


+ verb (v) The forms of irregular verbs are given after the 
headword. The codes (intransitive) and [] (transitive) show 
whether verb, ora particular sense of a verb, has or does not 
hhave an object. Phrasal verbs (ahr ware shown after the verb 
they are elated to. 


+ Some entries show information on words that are related to 
the headword. Adverbs (adv) are often shown inthis way after 
adjectives. 

+ region labels The codes AmE and BrE show whether a word or 
sense of a word is used only in American or British English. 


‘account for phe v. to forma particular amount or part of something 

action v, [T] to doa specific thing that needs to be done, especially after 
discussing it 

action point also action item). (something that you decide must be 
done, especially after a meeting or after studying something carefully 

‘adapt v. 1 I, T] to gradually change your behaviour and attitudes in order 
tobe successful ina new situation 
2 [T]to change something to make it suitable fora different purpose 

adaptable ad} able to change in order to be successfulin new and 
different situations 

adaptability n.(U) the ability to change in order to be successful in new 
and different situations 

adaptation n.[U] the process of changing to become suitable for a new 
situation 

advanced adj. using the most modem ideas, equipment, and methods 

advertise v(,T]to tell people publicly about a product or service in 
‘order to persuade them to buy it 

advertisement n.(C]. picture, piece of film or piece of writing thatis 
used to tell people publicly about a product or service in order to 
persuade them to buyit 

‘after hours happening after the normal hours of opening for a business, 
financial market, etc. 

‘agency n. (Cla business that provides a particular service for people or 
organisations 

agenda n, [Cla list ofthe subjects tobe discussed at a meeting 

‘agent n{C)a person who represents or speaks for a company 

ambition 1 (Cla strong desire to achieve something 
2U] determination to be successful rich, powerful. ete. 

ambitious adj. determined to be successful, rich, powerful, etc. 

analyse v [T to examine or think about something carefully. n order to 
understand it 


‘analyst . [Cl someone who isa specialist na particular subject, market, 
industry, etc. and examines information relating to tin order to give 
‘their views about what will happen or should be done 


anticipate v. (to expect that something will happen and be ready forit 
appeat* [Ul quality that makes people ike something or someone 


appeal? [I ifsomeone or something appeals to you, they seem 
attractive and interesting 


‘appealing ad) attractive or interesting 


applicant a. (C]someone who applies fora job, usually by writing a letter 
‘or filing in form 


appoint v [to choose someone fora job or position 
approach n,[C]2 method of doing something or dealing with a problem 


aspirational ad something thats aspirational is wanted by people 
because they connectit with wealth or success 


assess v (,T] to make a judgement about a person or situation after 
considering atthe information 
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assist, T] to help someone to do something 

assistance n.(U) help or support 

attribute n {C12 quality that someone has, especially one thats good or 
useful 


auction .[C]a meeting where land, buildings, paintings, et. are sold to 
the person who offers the most money for them 

‘authentic adj showing your real character, beliefs and attitudes, and not 
Pretending to bea different kind of person 

‘authenticity, (U] the quality of showing your real character, beliefs and 
attitudes, and not pretending to bea different kind of person 

authority. [U} the power that a person or organisation has because of 
their official or legal postion 

‘automated ad) using computers and machines to do ajob, rather than 


‘automotive ad) [only before a noun] relating to cars orthe car industry 

background nC, U]the situation or past events that explain why 
something happens in the way that t does 

benefit. [Cla good effect or advantage that something has for example 
a productor service 

bid nC] an offer to do work or provide services for a fixed price, in 
competition with other offers 

biometrics n.[U] technology that uses measurements of people's eyes, 
face, fingerprint, et. in order to recognise who they are 

body language nL changes in your body position and movements that 
show what you are feeling or thinking 

brainstorm vi T}to have a discussion or meeting with other people to 
suggest alot of ideas for an activity or for solving a problem 

‘brand. (Cla name given to a product by a company so that the product 
‘an easily be recognised by its name or its design 
slobal brand n.(C]a product name that sknown by people all 
‘around the world, because the producti sold in most countries 

branding n. [Ul the practice of giving a product or a group of products a 
name and then advertising the product so that the name becomes 
well-known 

‘brochure n[C]a thin book giving information or advertising something 

‘budget. [Cla detailed plan made by an organisation ora government 
‘of how much it will receive as income over a particular period of time, 
and how much it will spend, what it will spend the money on, etc. 

business mode nC] a plan for how a business should be run in order to 
succeed and make money, for example whatits products are and how 
‘they are produced, how they are sent out to customers, etc. 

‘candidate n.[C] someone who is being considered forajob 

‘can-do ac). can-do attitude the opinion or feling that you can solve 
‘problems and achieve the things you want to do, even when thisis, 
difficult 

‘capture v.(T] to succeed in writing down or describing an idea, situation 
cr feeling, using words or pictures 

‘areer n[C]ajob or profession that you have been trained for and intend 
‘todo for your working life 
‘career ladder n, (singular the series of obs or postions that 
someone can have during their career, with each ob being more 
important or responsible than the one before 
careers advice (also career advice Amé)n, [Ul advice about which is 
the best type of job for you 
careers event n (C] Br£ an event that many employers goto, where 
you can get information about their business or industry and meet 
many business people 

‘atch up phy. to do what needs to be done because you have not been 
able to doit until now 

CCTV n.(U) closed circuit television) a system of cameras placed in 
public buildings or inthe street, used to help prevent crime or catch 
criminals 

CEO n. [Cl (Chief Executive Officer) the manager with the most 
authority inthe normal. everyday management of a company. The 
|b of CEO is sometimes combined with other jobs, such as that of 
President 

(CFO n.[C}(Chief Financial Officer) the finance manager with the most 
authority ina company 


chain n, [Cla number of shops, hotels, cinemas, etc. owned or managed 
by the same company or person 

classic aj. attractive in a simple traditional way 

client n, [C] someone who buys goods ora service from a seller 

climate change n.[U permanent change in the Earth’s weather 
conditions 

lose a deal/sale/contract etc. to each the point in a deal sale, etc 
where everyone involved agrees to it 

‘commission n. (C, U] an amount of money paid to someone according 
tothe value of goods, shares, bonds, etc. they have sold 

‘compensation 7. [U] an amount paid to someone because they have 
been harmed in some way or hurt 

‘compete v I} to try to get people to buy your company or country’s 
{900d or services rather than those available from another 
‘company or country 

competition n.(U].a situation in which businesses are trying to be 
‘more successful than others by selling more goods and services and 
‘making more profit, 

competitor n. [Cla person, product, company, country, ete. that is, 
competing with another 

‘complaint n{C, U] written or spoken statement by someone 
complaining about something 

‘compulsory adj. something that is compulsory must be done because it 
isthe law or because someone in authority orders you ta 

‘concept. [C] an idea fora product or service 

confidence n,(U) the belief that you have the 
or deal with situations successfully 

confident ad). sure that you have the ability to do things well or deal 
with situations successfully 

consensus n. (singular, U] agreement among a group of people 

consulting firm n,[C]a company that gives advice and training in a 
particular area to people in other companies 

consumable adj consumable goods are intended to be used and then 
replaced 

consume v. IT] to use time, energy, goods, etc 

consumer n. (Cla person who buys goods, products and services for 
their own use, not for business use orto resell 

‘consumption n.(U}1 the amount of goods services, energy or natural 
‘materials used in a particular period of time 
2 the act of buying and using products 

‘contract n.(C]a formal written agreement between two or more 
people or groups which says what each must do for the other or 
must not do 

‘ost. 1 costs [plural] the money that a business or an individual must 
regularly spend 
2 [C,U] the amount of money that you have to pay in order to buy, 
do, or produce something 

craftsman n. [C2 skilled worker, especially a man, ina job that involves 
making things with your hands 

critical thinking n. (U) the process of thinking very carefully about 
‘something and making judgments about what is good, bad, true, or 
will work well 

‘austom adj. custom products or services are specially designed and 
made for a particular person 

‘austomern.[C]a person or organisation that buys goods or services, 
from a shop or company 
‘customer base n.[C usually singular] al the people who buy or use 
a particular product 
‘austomer service n.[U}1 when an organisation helps its customers 
bby answering their questions and listening to their complaints, 
giving them advice on using a particular product or service. 
providing a good quality product, etc. 
2 (al50 Customer Services) the department ina large organisation 
that deals with questions and complaints from its customers, gives 
advice on using the product or service it provides, etc 

‘customer-facing adj. dealing directly with customers 

‘customisable (aso customizable) a). able tobe changed in order to be 
suitable fora particular customer, task, object, or situation 


todo things well 
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‘customisation (a(S0 customization. [UI the process of specially 
<esigning and building a product or service fora particular person or 
‘organisation, so that the product or services diferent from that used 
byother people 

customise also customize) v[T usualy passive] to design, bull, etc a 
product or service specially fora particular person or organisation, 
so thatthe product or services cifferent from that used by other 
people, making it diferent from other things of the same kind 

customised ad). designed, built, etc. specialy for a particular person task 
et, so thata product or service is diferent from that used by other 
people 

‘cutting-edge ad) relating to using the newest and most advanced ideas, 
methods, equipment, etc 

(Vr. (C) (curriculum vitae) short written document that ists your 
‘education and previous jobs, which you send to employers when you 
are looking for ajob (= résumé Ame) 

deal with phic vto take the necessary action, especially in order to solve 
‘problem 

debriefing nC UI the process of asking someone questions about ajob 
they have ust done or an experience they have just had, in order to 
gather information 

delegate v.{T}to choose someone to doa particular job, orto bea 
representative ofa group, organisation, et. 

delivery n.(C, Ulthe act of bringing goods, eters, etc. toa particular 
person or place, or the things that are brought 
‘ash on delivery a payment system in which the customer pays for 
goods when they are delivered 
delivery company n(C! company that delivers goods to customers 
delivery date, (Cthe date that has been arranged for goods to be 
delivered 

‘demand. 1[Uthe total amount ofa type of goods or services that 
people or companies buy na particular period of time 
2 singular, U] the need or desire that people have fr particular 
‘goods and services 

department n(C] one of the parts ofa large organisation, such asa 
‘company or university, where people do a particular kind of work 

dependability n.(U] the ability tobe trusted to do what is needed or 
‘expected 

dependable ad) able tobe trusted todo what you need or expect 

deposit n{C} small ist payment that you make forahouse, a 
holiday, etc 

determination n[U} the quality of trying todo something even whenit 
‘sdifficut 

development n. [the process of planning and making new products or 
providing new services 

devits advocate n, (| someone who pretends to disagree with youn 
‘order to have a good discussion about something 

dispatch v {7 to send something or someone toa place 

disrupt (1 to start doing something in anew and more effective way 
that changes the way type of business does things 

<istribution n[U) the actions involved in supplying goods to shops and 
companies after they have been produced, for example moving, 
storing and selling the goods 

diversity vf a company or economy diversfiesitincreases the range 
‘of goods or services produces 

domestic adj relating tothe country you tvein, rather than abroad 

downside . [Cl the negative partor disadvantage of something 

ddrafen. (Cla document or piece of writing that has to be checked and 
possibly changed, and sos not yetin its finished form 

‘e-commerce .[U(electronic commerce) the practice of buying and 
selling goods and services over the internet 

effective a working well and producing the result or effect that was. 
intended 

efficient 2g. working well without wasting time, money or energy 

clten.{Cusually singular] a group of people who have a lot of power 
and influence because they have money, knowledge or special skill 

emission , [C usually pluralla gas or other substance that s sent into 
theair 
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‘empathetic adj. showing an ability to understand other people's feelings 

empathise (a/so empathize) v,[!] to be able to understand someone 
else's feelings, problems, etc, especially because you have had similar 
experiences 

‘empathy n. [U] the ability to understand other people's feelings and 
problems 

employment n.(U) the condition of having paid job 

‘enclose v.(T] to put something in an envelope with a letter 

‘endorse v. [7] if a famous person endorses a product or service, they say. 
in an advertisement that they use and like it 

‘enthusiasm n. [U]a strong feeling of interest and enjoyment about 
‘something and wanting to be involved in it 

‘enthusiastic adj. feeling or showing a lot of interest and excitement 
about something 

‘equipment n. [U) the tools, machines, etc. that you need to doa 
particular job or activity 

‘e-shop n. [Cla shop that sells its goods from a website on the internet 

Jer something to see how good, useful or 


‘exclusive ad). exclusive places, organisations, clothes etc. are so 
‘expensive that not many people can afford to use or buy them 

‘executive nC] someone who has an important job as a manager in a 
company or business 

expand v1, T11.to become larger in size, amount or number, or to make 
‘something larger in size, amount or number 
2 ifan economy, industry or business activity expands, it gets bigger 
‘or more successful 

‘export n[U] the sale of goods to other countries 

face v [Tl tohavea difficult problem or situation that is going to affect 
you and that you must deal with 

facilities n. [plural] buildings or equipment that are provided for a 
particular use 

factor n. [Cl one of many things that influence or cause a situation 

feature. (Cla part of something thats important, interesting or useful 

feedback n [U] advice, criticism, etc. about how successful or useful 
something is 

finance n.{U] the management of money by countries, organisations and 
people 

financial adj (usually before noun relating to money or the 
management of money 

firm n. [Cla company or business, especially one which is quite small 

feeibitiy n (U the ability to change or be changed easily to suit a 
different situation 

flexible ad). a person, plan, etc. that flexible can change or be changed 
easily to suit any new situation 

focus v[, 1 to give special attention to one particular person or thing, or 
‘to make people dothis 

focus group n. [Cla small group of people that a company asks questions 
in order to find out what they think oftheir products, advertising, etc. 

follow something «-» up phy. v. (to do something to make sure that 
earlier actions have been successful or effective 

fossil fuel n [C, U}3fuel such as coal or oil thats produced by the 
<gradual decaying of animals or plants over milions of years 

freelance aq). working independently for different companies rather 
than being employed by one particular company 

freelancer n. (Cl someone who works independently for different 
‘companies rather than being employed by one particular company 

funds n. [plural money that an organisation needs or has 

‘generate v.(T] to create, produce or cause something, especially 
something new 

global ad). 1 relating to doing business all over the world 
2 go global ifa company or industry goes global it starts doing 
business al over the world 
global player a company that produces or sells. a product or service 
worldwide, especially a company that isa leader in that type of 
business 
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globally ad ina way that affects or includes the whole world 

‘global warming, [U] a general increase in world temperatures caused 
by increased amounts of carbon dioxide around the Earth 

‘go with the flow to agree that you will do the thing that most people 
want to do 

goat [something that you hope to achieve in the future 

‘goods n [plural] things that are produced in order to be sold 

‘grow v. (past tense grew, past participle grown) (to jncrease in 
‘amount, size or degree 
2 [T) to make a business or part of a business bigger and more 
successful 

growth n singular, Ul an increase in the value of goods or services 
‘produced and sold by a business ora country 

guarantee n, [Ca formal written promise to repair or replace a product, 
iFithasa fault, within aspect period of time after you buy it 

hhandle 7] to deal with something 

handling n.(U] the way in which someone does 2 job or deals with a 
situation, problem or person 

hazard n. [Cl something that may be dangerous, or cause accidents or 
problems 

hhead n.(C] the leader or person in charge ofa group, organisation or part 
cof an organisation 

head office. [C, Ui} the main office ofa company 

headquarters n, [plural] the main office or main building of an 
‘organisation 

health and safety n.U] the activity of protecting employees from illness 
orinjury at work 

high-end ad) high-end products are the most expensive ones ina 
particular market or range 

hhigh-visbiity (2150 high-vis informal ad). high-vsbilty clothing is 
‘made out of brightly coloured cloth and has stripes on it that reflect 
light. so that people wearing the clothing can be easily seen 

hire v (1]to employ a person oran organisation for a short time to doa 
particular job for you 

hi-tech (also high-tech) ad high-tech equipment, activities, et. involve 
‘or use advanced technology opposite low-tech) 

honest ad; someone who is honest always tells the truth and does not 
cheator steal 

honesty n.(U} the quality ofbeing honest 

{HR (also human resources) [plural] the department in an organisation 
that deals with employing, training and helping employees 

1D badge n. [Cl something you carry or wear to show who you are and 
that you work fora particular company or are allowed to be in a 
particular place. The badge usually has your name and a photograph. 

‘dentification n,(U} when you recognize something or discover exactly 
what itis 

identify v-[Thto recognize something or discover exactly what itis, what 
itsnature or originis, et. 

‘implement v. 1] to take action or make changes that you have offically 
‘decided should happen 

Jimport-export ad). relating toa person or company that both buys 
‘goods to bring into a country and sells goods from one country to 
another 

income n.{C, U] money that you earn from your job or that you receive 
from investments 

in-company adj done within an organisation (in-house) 

Independence. [U] the freedom and ability to make your own decisions 
in life, without having to ask other people for permission, help or 
‘money 

independent ad. confident and able todo things by yourselfin your own. 
way, without needing help or advice from other people 

induction .[C, U} the introduction and training of someone intoa new 
job 

industrialised (also industrialized) aq. having alot of factories, 
industrial companies, etc. 


{industry n, 1 [C] businesses that produce a particular type of thing or 
‘provide a particular service 
2 [U] the large-scale production of goods or of substances. such as 
coaland steel 

innovation n. 1 (U] the introduction of new ideas or methods 
2 (Cla newidea, method or invention 

innovative adj. an innovative product, method, process, etc. is new, 
different and better than those that existed before 

integrity n.(U] the quality of beng honest and strong about what you 
believe tobe right 

intern n. [Cl someone, especially a student. who works fora short time in 
a particular job in order to gain experience 

internal aq). within a company or organisation, rather than outside it 

invest 1, to buy shares, bonds, property ete. n order to make a profit 

investigate | T}to try to find out the truth about something such as a 
crime, accident. or scientific problem 

investigation n. [U) the act of investigating something 

investment n. (C11 the money thatis put into a business to try to make it 
‘more successful and profitable 
2 something you buy, such as shares, bonds or property in order to 
make profit 

investor n (C1 person or organisation that invests money in order to 
make profit 

invoice n (Cla document sent by a seller to’ customer with details 
‘of goods or services that have been provided, their price and the 
payment date 

job fair. [Cla large event where people looking for jobs and companies 
looking for employees can meet 

job seeker (also jobseeker). [CI someone who is looking for ajob 

Labourer (also laborer Am), [C] someone whose job involves alot of 
heavy physical work 

large-scale adj (only before noun] using or involving alot of people, 
‘effort, money or supplies 

launch nC] an occasion at which a new productis shown or made 
‘available forsale or use forthe first time 

leader n. [Cl the person who directs or controls a team, organisation, 
‘country ete. 

Listing n (Clan entry on an official ist 

logo n. (Cla design or way of writing its name that a company or 
‘organisation uses 2s its official sign on its products, advertising etc. 

low-cost adj. not costing alot of money 

low-tech ad}- not using the most modem machines or methods in 
‘business or factories opposite hi-tech) 

loyal ad f customers are loyal toa particular product, they continue to 
buyitand do not change to other products. 

loyalty card n. (C13 card given by a shop or company that gives regular 
customers lower prices, money back on goods, et 

luxury adj relating to goods that are expensive and not really necessary, 
butare pleasing and enjoyable 

manageable ad). easy to control or deal with 

‘management n (singular U] the people who aren charge ofa company 
or organisation 

‘manufacturer n.(C]a company that makes large quantities of goods, 
usually in factories 

‘manufacturing n.[U] the process or business of producing goods in 
factories 

‘market n.1 (Cl. particular country or area where a company sellsits 
‘goods or where a particular type of goods is sold 
2 singular the number of people who want to buy something, or the 
type of people who want to buyit 
domestic market nC] the country you live in or where a company is 
based, seen as a place where goods or services can be sold 
‘export market n (C]a foreign country to which goods and services 
froma particular country are sold 
financial market n. (C) the activity of buying and selling stocks, 
bonds, currencies, etc or the places or businesses that do this 
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‘global market n. [singular] the markets for goods and services 
‘round the world, considered as one large market, 

international market n [singular] the markets for goods and services 
in many different countries around the world 

‘market demand n,[C] demand for a particular type of goods or 
services from a particular group of buyers 

‘market research nV}. business activity that involves collecting 
information about what goods people in a particular area buy, why 
they buy them, et, 

‘marketing n.[U] the activity of deciding how to advertise a product, 
‘what price to charge for it, etc. 

marketing mix. (Cusvally singular all the different actions that 
are done by a company to try to sell their products, which usually 
include having the right product for the market. giving it the right 
Price, selling it to the right shops and customers, and advertising the 
product well 

‘marketplace n. [C3 place, area or website where you can buy or sell 
things 

mass market n.(singular] very many ordinary people, considered asa 
‘group, to whom goods are sold 

‘mass-market aj [only before noun] designed for sale to as wide a range 
‘of people as possible 

‘mass production n.(U] the process of making products in large numbers 
‘by machines, o that they can be produced cheaply 

middle class n(singular the social class that includes people who are 
‘educated and work in professional obs, for example teachers or 
managers 

middle-class ad) typical of people who are educated and workin 
professional jobs 

milestone n. (Cla stagein the development or progress of something 

mind mapping n,[U] the process of creating a mind map (=a picture of 
how different facts o ideas relate to each other, that usually has 
the main subjectin the middle, and facts or ideas that relate to the 
ssubjectare around itand have lines connecting them to the main 
subject orto each other} 

‘minutes. (plural an oficial written record of whatssald and decided 
ata meeting 

‘monitor v7} to carefully watch and checkaa situation inorder to see how 
itchanges or progresses over a period of time 

‘motivated ad). very keen to da something or achieve something, 
‘especially because you find itinteresting or exciting 

‘motivation n.[U] willingness to do something without needing to be 
told or forced to doit 

‘multinational n(C] large company that has offices, factories and 
‘business activities in many different countries 

‘multitask vt do several things atthe same time 

narrow something ¢-» down phi. v. to reduce the number of things that 
you can choose from 

negotiation n.[C usually plural, U] official discussions between groups 
who are trying to reach an agreement. 

‘negotiator nC) someone who takes part in official discussions, 
‘especially n business o politic, in order to try and reach an 
agreement: 

network vito meet with people involved in the same kind of work, in 
Corder to share information, help each athe, etc. 

networking site nC) a website on which you can connect with other 
people who do the same type of work, in order to find jobs or 
employees, share information, et 

‘no-frills ad). a no frills product or service includes only basic features and 
isnotof the highest possible quality 

‘onsite, on-site ad), ata particular place of work or ata place where 
‘something is being built rather than away fromit 

‘open-plan ad) an open-plan office, school, etc. does not have walls 
‘dividing itinto separate rooms 

‘operate v [T]2 to use and control a machine or equipment 
fa person or organisation operates a business, system, etc, they 
‘manage it and make it work 
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‘order n, do/make something to order to produce something especially 
for aparticular customer 

‘outcome n. [Ci the final result ofa process, meeting, discussion, etc. 

tt 

‘output n.[C Ulthe amount of goods or work produced by a person, 
‘machine, Factory etc 

‘outstanding ad. not solved, done or dealt with 

‘overload n.[, UI the fact of having more work, information, ete. than 
‘an be dealt with 

‘overloaded ad); having more work, information, etc. than you can deal 
with 

partner nC] someone who starts a new business with someone else by 
investing init 

passion n 1(C, Ula very trong belief or feeting about something 
2 [Cla very strong liking for something 

passionate adj. 1 someone who has a passionate belief believes 
something very strongly 
2if you are passionate about something, you ike ita lot 

perform v, [1] to do work, carry outa duty, task, etc. 

performance n.1(C.U}the degree to which 2 company, investment, 
financial market, tc. is profitable 
2U] the way that someone does theicjob, and how wel they do it 

personalisation (also personalization) n. (U) the process of designing or 
changing something so that it is suitable for a particular person 

place v. (7 place a product to decide which people are the most likely 
‘customers fr a product, and where the best places to sell that 
product are likely to be 

plant n, [Cla factory and al ofits equipment 

policy, [C1 course of action that has been officially agreed and chosen, 
bya political party, business or other organisation 

popular culture n.(U) the ideas, art, music films, products, etc ina 
particular society that are familiar to and popular with most 
‘ordinary people in that society 

position n.(C] formal ajob 

precaution nC] something done to prevent something unpleasant or 
‘dangerous happening 

predict v. (1 to say that something wil happen, before happens 

prefer v1] to like someone or something more than someone or 
something else, so that you would choose itif you could 

preferable ad), betteror more suitable 

Preference n. [CU the state of lking something more than something 
‘else, or something you like more than another thing 

premises n, (plural the buildings and land used by a shop, business, 
hotel et 

premium ad. premium products, goods, etc. are of higher quality than 
usual 

prevention n. [Ul the process of stopping something bad from happening 

price v.[T}to decide the price of something that is forsale 

price range n.[C)the limits within which a price can vary 

pricing n,[U] the act of deciding the price of something that you sell, 
and comparing that price tothe price of similar things that your 
competitors sell or to other things that you sell, 

primary ad relating to 3 type of industry that produces raw materials 
{a substance that is used to make a product for example metals or 
cit 

prioritise (also prioritize) v7] to put several tasks, problems, etc. in 
‘order ofimportance, so that the most important ones are done first 

priority n.[C] the thing thats more important than anything else, and 
that needs attention frst 

procedure n.[C, Ula way of doing something, especially the correct or 
usual way 

process n,[Ca series of actions taken to perform a particular taskor 
achieve. particular result 

produce v. [7] tomake, write, et something to be bought, used, or 
enjoyed by people 
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Product. 1 [Cl something useful and intended to be sold that comes 
from nature or is made ina factory 
2IClaservice 
‘product design n.[U] the work of planning and making a new 
product, including how it works, what it looks ike, etc. 
Product support .(U) help that a company gives to people or ! 
businesses that buy its product 

Production n.[U] the process of making or growing things tobe sold as 
products, usuallyin targe quantities 

productive aq). producing or achieving alot 

productivity .(U] the speed at which goods are produced, and the 
‘amount produced in relation to the work, time, and money needed to 
produce them 

Profession n, [Cla job that needs a high level of education and training 

professionally adv. in a way that shows high standards andis sultable for 
a workplace 

Profile n.[C].a short description of someone or something, giving the 
‘most important detaits about them 
‘online profiler. [C} profile of yourself that you put ona social 
media site 

profit n[C, U] money that you gain fram selling something or from doing 
‘business ina particular period of time, after taking away costs 

profitable aq, producing a profit 


project management n.(U) the process of planning how a particular 
Piece of work will be done and organising all the people and tasks to 
doit 


project manager n.[C] the person whose job its to plan how a particular 
piece of work will be done and organise all the people and tasks to 
doit 

Promote v {1} to try hard to sella product or service by advertising it 
‘widely, reducing its price, etc. 

‘promotion n. (Cl an activity such as special advertisements or free gifts 
intended to help sella product or service 

protective adj. used or intended to protect people from danger or harm 

prototype .{C the first form that a newly designed product, car, 
‘machine, etc. has, thats used to test the design before itis made in 
large numbers 

provider n.(C] an organisation that provides goods or services 

public relations (also PR). [U}the work of persuading people to havea 
{good opinion ofan organisation, company, et. 

purchase n.[C] something that has been bought 

put something off ph v. to delay doing something or to arrange to do 
something ata later time or date 

‘qualification n, [C, usually plural] an examination that you have passed 
‘at school, university orn your profession 

quality n.11C] something such as courage orinteligence that someone 
‘may have as partof their character 
‘2(U) used to talk about how good or bad something is 
quality assurance n, [U] the practice of checking the quality of goods 
Or services that a company sells, so that the standard continues tobe 
‘good 

range n.(C) also product range) set of similar products made bya 
particular company or available in a particular shop 
2 the limits within which a price, amount, quantity, age, etc. can vary 

rapport n. [singular U) friendly agreement, communication and 
understanding between people 

‘raw materialn.(C]a substance thatis used to make a product 

recommend v {7} to advise someone to do something, especially 
‘because you have special knowledge of a situation or subject. 

ecommendation [C, U) official advice given to someone about what 
todo 


recruit (I, T] to find new people to work for an organisation, doajob, 
etc 


recruiter n.[C] someone who tries to find new employees for a company 
recruitment n[U] the process or the business of finding new people to 
work fora company 


recruitment agency (2150 recruitment firm) a business that works for 
‘organisations to find people for obs when the organizations need 
them 

regulation n. [Clan official rule or order 
‘ules and regulations all the rules that a person or business must 
follow when doing something 

reliable ad someone or something thats reliable can be trusted or 
depended on 

relocate v., 1) fa company or worker relocates or is relocated, they 
move toa different place 

renewable ad renewable materials, sources of energy, etc will continue 
toexist or will grow again and are therefore never used up 

request? (Ca polite or formal demand for something 

request? v. [1] to ask for something in a polite ot formal way 

require v.(T)toneed something 

reschedule v. (1) to arrange a new time or date fora meeting or event 

research and development also R &D) n(U)the part of a business 
concerned with studying new ideas and planning new products 

‘resourceful 2d. good at finding ways of dealing with practical problems 

resourcefulness n (U] the ability to find good ways of dealing with 
practical problems 

‘etal, (U] the sale of goods to customers for their own use, rather than 
toshops ete. 

retailer n. (Cla business that sells goods to members of the public. rather 
than to shops, etc. 

revenue (also revenues plural n.[C] money that a business or 
‘organisation receives over a period of time, especially from selling 
goods or services 

risk-n (C) the possibilty that something may be lost, harmed or 
damaged, or that something bad, unpleasant or dangerous may 
happen 
risk assessment nC, U]an examination ofthe possible risks involved 
in doing something, o that organisations can decide whether 
something is worth doing and how they can reduce the risks 
risk management, (U] the process of deciding what things are likely 
to bea risk, and deciding how to deal with them to avoid problems 
risk register. (Cla ist of al the possible things that could go wrong 
‘on aproject and how likely the rskis to happen, often with a possible 
solution listed as well 

role. (C] the way in which someone or something is involved in an 
activity orsituation, and how much influence they have on it 

safety n(U] the state of being safe from danger or harm 
‘safety clothing n. [U} special clothes that you wear to protect you in 
dangeroussituations 
‘safety equipment n,(U) tools, machines, clothing, etc. that have 
special features that help protect you in dangerous situations 

salary n(C, U]money that you receive as payment from the organisation 
‘you work for, usually paid to ouevery month 

satisfaction n.1[C, Ula feling of happiness or pleasure because you 
have achieved something or got what you wanted 
2{U] when you get money or an apology from someone who has 
treated you badly or unfairly 

satisfied ad) feeling that something is as good ast should be, or that 
something has happened in the way that you want 

satisfy « [T11 to make someone feel pleased by doing what they want 
2ilfyou satisty someone's needs, demands et you provide what they 
need or want 

scenario n. [C]3 way in which a situation could possibly develop 

schedule . [Cla plan of what someone is going to do and when they are 
going to doit 

secondary ad). relating toa type of industry thats involved in making 
‘products from raw materials (=basic materials used to make goods) 

sector n. (Clall the organisations or companies in a particular area of 
activity, industry, ete. 
economic sector n, (Clan area of business activity orindustry 
primary sector n. ‘singular the companies or organisations that are 
involved in producing raw materials (basic materials used to make 
{900d}, for example metals or ol 
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secondary sector n. [singular the companies or organisations that 
{are involved in making products from raw materials (=basic materials 
used to make goods) 
tertiary sector (also service sector) [singular the companies or 
‘organisations that are involved in services, such asthe transportation 
‘of goods, banking, tourism, etc. 

‘security n[U] actions to keep someone or something safe from being 
damaged, stolen, etc 
‘security door n. [Cl door that is made to be very strong or has lock 
that only particular people can open 
security system. [Ca system of cameras, alarms, et. to provide 


security 
security tag n. [Ca special piece of plastic or paper that makes an 
‘alarm soundif the item tis attached to is stolen from ashop 

segment n(C| the products or services ina particular part ofthe market 

selling point n.(C]a feature ofa product that makes t sell well 

sense, [U] make good/bad business sense to be the sensible or not 
sensible thing to do for your business 

service n. [Ca particular type of help or work thats provided by a 
business to customers or by a government to people, but not one 
that involves producing goods 
service sector. singular] the companies or organisations that are 
involved in services, such as the transportation of goods, banking, 
tourism, ete 
‘commercial services n. (plural the companies or organisations 
involved in transporting people or goods in order to earn money, oF 
that sell you a service in return for payment 
financial services n. (plural the business activity of giving 
advice about investments and selling investments to people and 
organisations 
private services n. [plural services to customers that are provided by 
businesses in return for payment 
public services n,[plurall services, such as police and healthcare, that 
are provided by the government of a country 

set. [T]to decide that something should happen on a particular date, 
‘costa particular amount, be done ina particular way, ec 

setback n.(C]a problem that delays or prevents progress, or makes 
things worse than they were 

sharing economy n.(singular]a system in which people earn money 
bbyallowing other people to use their house, car, etc. in return for 
payment 

ship v. {7} to send goods somewhere by ship, plane, truck, etc. 

shipment n,[C] toad of goods sent by sea, road, train or air 

shipping n. (U1 the delivery of goods, especially by ship 

short-list v.{T to put someone on alist ofthe most suitable people for a 
job, chosen from all the people who were first considered 

still [C.U}an ability todo something well especially because you have 
learned and practised itor the particular thing you can do well 
‘communication skill. (plural the ability to express yourselfina 
‘way that other people will understand, including the words you use 
and the way you behave when you are speaking 
IT skills. (plural the ability to use a computer and different types of 
software 
life sil. C usually plurall something that you should be able to 
doin order to deal wth situations and problems that happen in 
everyday life for example being able to cook orto talk to people 
politely 
‘outdoor skill. (C usually plural a skill that you can use whnen you 
ate outside and doing something such as camping or walking in the 
countryside 
‘transferable skill, (Cusually plural] an ability to do something that 
canbe used in many different situations, specially one that helps 
‘you doa job for which you have not been formally trained 

sofapreneur n, [C someone who starts a new business or service that 
they run from their own home 

sofapreneurship n.[U] the practice of starting @ new business or service 
from your own home 

solar panel. [C]a piece of equipment, usually kept on a rof, that 
collects and uses the sun’ energy to heat water or make electricity 
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special ad. not ordinary or usual, but diferentin some way and often 
better or more important 

specialisation nC, U] the practice of limiting your interests or activities 
tone particular subject 

specialise vl] tolimit all or most of your study, business etc.toa 
particular subject or activity 

specialist aq. someone who knowsa lot about a particular subject. ors 
very skilled ait 

specification 7. [C usually plural] a detailed description of how 
something should be designed or made 

staff. [U] the people who work for an organisation or business 

stage n. (Clone ofthe parts which something such a apracessis divided 
into 

stand your ground to refuse to change your mind about something, 
‘even though people are opposing you 

standard} ad), regular and usual in shape, size, quality, et. 

standard? (Cia ize, shape, quality etc. thatis usual or accepted, and 
that can be used to measure or judge something similar 

standardisation n.[U] the process of making all the things of one 
particular type the same as each other 

standardise v [T]to make all the things f one particular type the same 
aseachother 

statistic. (usually plural] a number that represent a factor 
‘measurement 

stay on track to continue toworkin a way that makes you likely to 
achieve the result you want 

stack. [C, Ula supply of goods, kept forsale bya shop or other retailer 
‘ut of stock nt available forsale 

stock market n.[C usually singular] the business of buying and selling 
stocks and shares 
2 the place where stocks and shares are bought and sold (=stock 
exchange) 

strategy [Caplan orseries of plans for achieving an aim 

subsidiary n. (plural subsidiaries) (C1 company thatisat east hal 
‘owned by another company 

‘sub-supplier n. [Cla company that provides a particular type of product, 
toasupplier 

‘sum (something) up phic to use only a few words to describe something 
or give the main information from areport speech, et. 

supplier. {Cla company that provides a particular type of product 

supply chain n. [CI the series of organisations thatae involved in passing 
‘Products from manufacturers tothe public 

system n, Clan arrangement or organisation of ideas, methods or ways 
‘of working 

swipe (T]to pull plastic card through a machine that can read the 
electronicinformation onit 

target' {Tt aim products, something you are doing, et. ata 
particular group of people 

target? ad. target market/customer/group the group of people that a 
product, service, idea, etc. is aimed at 

target?'n. [Cl something that you are trying to achieve, suchas total. an 
‘amount, ora time 

taxon. (Clan amount of money that you must pay tothe government 
according to your income, property, goods, etc, thats used to pay for 
public services 
tax deduction . [Cla part ofsomeone’s income thatis not taxed, for 
‘example because it comes from a particular source, was used fora 
particular reason, or because they have children 

‘team player n.[C] someone who works well asa member ofa team, 
especialy in business 
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technique n [Cla special way of doing something 

term n. [Clone ofthe statements of what must be done ors true in an 
‘agreement, contract or other legal document 
payment terms n. [plural the conditions ofa sales agreement that 
relate to how the customer will pay. and especially how much time is 
allowed for payment 
‘terms and conditions n. (plural all ofthe things that must be done as 
stated in a contract or agreement. they are not done, the contract. 
‘or agreement will end, 

territory. [Clan area ina town, country, etc. that someone is 
responsible fr as part oftheir job, especially someone whose ob is. 
tosell products 

tertiary ad) relating to the types of industry that are involved in services, 
‘such asthe transportation of goods, banking, tourism, etc. 

test [7] tofind out what people think about a product. by asking 
{Questions about itr by allowing them touse itfora short time 

tester, [C} person or piece of equipment that uses something fora 
shorttime to make sure it works property 

testing n.[U] the process of checking something to see ifit works, ifitis 
suitable, etc. 

textile n. (Cl any type of woven cloth that is made in large quantities 

think outside the box to think of new, different or unusual ways of doing 
something, especialy in business 

top-of-the-range ada product that is top-of-the-range's the best 
and most expensive made by a particular company or available ina 
particular shop 

‘our operator n,[C]a person or company that organises and provides 
travel hotels, visits to places etc. as theirbusiness 

trade n.[U] the activity of buying selling or exchanging goods within a 
‘country or between countries 

trading. [U} the activity of operating 2s a business and buying and 
selling goods and services 

trainee nC) someone whois being trained for job 

‘raining singular, U] the process of teaching or being taught the skills for 
‘particular job or activity 

treatment n. (U] a particular way of behaving towards someone or of 
dealing with them 

trend nC] the general way in which a particular situation is changing or 
developing 

tunique adj. being the only one of its kind 

update! y. 7] to tell someone the most recent information about a 
situation 

‘update? n.(C] the most recent information abouts situation 

Lusersriendly ad) easy to use or operate 

vacancy n. (plural vacancies) [C13 job thats available for someone to 
start doing 

value n. [CU] (good/excellent etc) value for money ifsomething is 
value for money, itis not toc expensive and itis of good quality or you 
geta large amount 

visualisation (ao visualization) n[U] the process of forming a picture 
‘of something or someone in your mind 

volunteer n. (Cl someone who does ajob willingly without being paid 
volunteer work n. [Cl work that you doas a volunteer 

wages n. plural money that someone ears according to the number 
‘of hours, days or weeks that they work, especially money thatis paid 
each week 

warehouse n. (la large building used for storing goods in targe 
quantities 

wholesaler n. [Cla person or company that sels goods in large 
‘Quantities to businesses, rather than to the general public 
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